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SUMMARY

Joint Learning Partnership offers satisfactory training in customer service.
Assessments are carefully planned to complement employers’ training
programmes. Assessors work closely with each other and with employers’ staff
to provide excellent support for all trainees. Joint Learning Partnership’s
approach to equal opportunities is thorough. Staff clearly understand their roles
and are effectively deployed. The company is rigorously managed and there are
many signs of continuous improvement. Quality assurance arrangements are
good.

GRADES

OCCUPATIONAL AREAS GRADE GENERIC AREAS GRADE

Retailing & customer service 3 Equal opportunities 2

Trainee support 2

Management of training 1

Quality assurance 2

KEY STRENGTHS

♦ excellent teamwork between assessors and employers’ staff

♦ effective promotion of equal opportunities to marginalised groups

♦ strong pastoral support

♦ continuous action-planning is carefully addressed and reviewed

KEY WEAKNESSES

♦ key skills not integrated into vocational training

♦ little formal equal opportunities monitoring of trainees’ learning experience

♦ reviews lack rigour

♦ no system for checking validity of signatures on witness statements
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INTRODUCTION

1. Joint Learning Partnership (JLP) was set up in April 1996 to deliver customer
service training, mainly in the financial sector, across Merseyside. Training is
funded through contracts with Merseyside Training and Enterprise Council (TEC)
and the Further Education Funding Council (FEFC). JLP offers modern
apprenticeships, national traineeships and other youth training programmes. In
1996, an additional programme was started to help unemployed graduates in
Southport, called Graduate Warehouse. Graduate Warehouse is now funded as part
of the New Deal and training takes place at premises in the centre of Southport. JLP
manages its business from a separate office in Southport. Company assessors work
from home. All training and assessment takes place in the trainee’s workplace.

2. The company offers a combined modern apprenticeship/national traineeship
programme of customer service where trainees work towards national vocational
qualifications (NVQs) in customer service, business administration and hospitality.
JLP also has awarding body centre approval to deliver NVQ programmes in
information technology, selling, training and development, management to level 5
and owner-business management. The total number of trainees in training at the time
of the inspection was 109. Ninety-nine are TEC-funded trainees and 10 are New
Deal clients, funded by the Employment Service.

3. JLP’s trainees are drawn from all areas of Merseyside, all of which have high
levels of unemployment, particularly among the long-term unemployed and those
aged 18 to 24. Unemployment in the Merseyside TEC area stands at 10.5 per cent,
compared with the national average of 5.2 per cent. The Merseyside area has
significant differences in the living standards between the different boroughs. There
is a high proportion of minority ethnic groups in some local boroughs, but in others
the figure is below 1 per cent. In 1998, the proportion of school leavers achieving
five or more general certificates of secondary education (GCSEs) at grade C and
above was 44 per cent, compared with the national average of 46.3 per cent.
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INSPECTION FINDINGS

4. In June 1998, JLP began using the self-assessment guidance provided by
Merseyside TEC and the Council’s first draft framework. Initially, it assessed its
customer service programme and, in January 1999, self-assessed the business
administration programme. All staff were involved in the process of identifying the
strengths and weaknesses of both the occupational programmes and the generic
aspects. The final self-assessment report was compiled by the two partners.

5. A team of three inspectors spent a total of 12 days at JLP in June 1999. The
inspection focused on the customer service programme, including business
administration which is delivered as an additional component of the modern
apprenticeship programme. Inspectors observed training and assessment activities
carried out in the workplace. They visited and interviewed 34 trainees, six
employers, five workplace supervisors and six assessors. Inspectors reviewed
trainees’ files, training and assessment records, resources, and other documents.

Grades awarded to instruction sessions

GRADE 1 GRADE 2 GRADE 3 GRADE 4 GRADE 5 TOTAL

Retail & customer service 5 4 9

Total 0 5 4 0 0 9

OCCUPATIONAL AREAS

Retailing & customer service
(customer service)

Grade 3

6. There are 113 trainees working towards either a modern apprenticeship or a
national traineeship in customer service. All trainees are employed status. There are
also seven trainees on the New Deal programme via the full-time education and
training strand. Fifty per cent of trainees are employed by a national bank in various
branches, two call centres and two business centres across the Merseyside area. The
remaining trainees work in small- or medium-sized businesses including solicitors,
office furniture suppliers and insurance agents. JLP employs six trainers who are all
qualified assessors. JLP’s trainers visit trainees every two weeks. Trainer’s
timetables are planned to allow for day-long visits to the larger employers’ sites. The
self-assessment report recorded 26 strengths and three weaknesses. The strengths
and weaknesses listed covered all aspects of Raising The Standard and, in some
cases, simply identified satisfactory provision. Inspectors identified three strengths
and two weaknesses and awarded a lower grade.
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STRENGTHS

♦ excellent teamwork between assessors and employers’ staff

♦ trainees encouraged to gain additional qualifications

♦ trainees’ high level of NVQ achievement

WEAKNESSES

♦ key skills not integrated into vocational programmes

♦ lack of awareness by trainees of which programme they are following

7. All NVQ assessment is carried out in the workplace by JLP’s trainers. There is
good teamworking and communication among employers and JLP’s trainers and
managers. The frequency of these visits ensures that trainees receive good levels of
individual support with their training. Additional visits to trainees who require more
assistance are made when needed. On three sites, where large numbers of trainees
are employed, JLP’s staff spend one or more set days each week on site ensuring
maximum opportunity for trainees to be assessed and given one-to-one support.
Employers provide most of the off-the-job training. Wherever possible, trainers use
evidence from off-the-job training towards assessment for the achievement of the
NVQ. JLP’s staff provide trainees with individual or group tuition to cover any gaps
in the requirements of the NVQ left by employers’ programmes. A good range of
resources is available for trainers to use, some of which have been developed by
JLP. Trainees are well motivated, and most progress quickly to completion of their
qualification.

8. Modern apprentices were first recruited in March 1998, and none have yet come
to the end of their time on the programme. Of the total number of trainees recruited
to date, 12.4 per cent left before completing their programme. Wherever possible,
contact is maintained with trainees who change employer and JLP negotiates with
the new employer to allow trainees to continue with their NVQ programme. All
trainees are encouraged to work towards additional qualifications: most gain NVQs
in administration or information technology and, where appropriate, certificates in
health & safety and food handling. Seventy-nine per cent of trainees achieve their
qualification goal.

9. JLP has developed a key skills mapping book. At present, this is only in the pilot
stage. The book is used to record evidence produced by trainees towards their main
qualification for use towards the key skills qualification. However, some trainees
nearing the end of their level 3 NVQ have not yet started working towards their key
skills. Key skills training is not yet integrated into the modern apprenticeship
programme. The key skills mapping document is being introduced to one of the
larger employers. While trainers use observation as a primary method of evidence-
gathering for NVQs, they do not cross-reference these observations for accreditation
of key skills. Trainees have not been given a copy of their individual training plans,
nor can they recall the content of it. Many trainees are not aware which training
programme they are on. Others are not aware of what the component parts of their
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modern apprenticeship or national traineeship programme are.

GENERIC AREAS

Equal opportunities Grade 2

10. JLP has an equal opportunities policy which reflects current legislation and
meets TEC and awarding body requirements. The policy is supplied to all trainees
and staff at induction. A copy of the policy is given to all employers and
subcontractors. Equality of opportunity features in the procedures for the
recruitment of staff and trainees and is an agenda item at staff and management
meetings. The self-assessment report identified nine strengths and no weaknesses.
Inspectors identified five strengths and two weaknesses and awarded a higher grade.

STRENGTHS

♦ thorough and regular review of equal opportunities policies and procedures

♦ good awareness of equal opportunities by staff and trainees

♦ positive promotion to under-represented groups

♦ open access to training for all applicants

♦ effective complaints and disciplinary procedures

WEAKNESSES

♦ little formal monitoring of trainees’ learning experience

♦ some promotional literature does not include reference to equal opportunities

11. As part of its continuous development, the organisation has a comprehensive
range of equal opportunities policies and procedures. These policies are thoroughly
and regularly reviewed at quality meetings, which are minuted. When necessary,
they are updated to reflect current legislation. All employers are monitored for their
equal opportunities practice.

12. Both JLP’s partners and staff have a high awareness and regard for equality of
opportunity, and their active approach to equal opportunities has set an example for
trainees. Trainees have a clear understanding of what equality of opportunity is and
can recall JLP’s assessors having covered equal opportunities as part of their
induction, and since then as a refresher. As part of an ongoing initiative within the
local community, JLP has worked with and supported several groups from such
diverse backgrounds as unemployed graduates, women returning to work, single
parents, hospices and both local and national charities.
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13. JLP operates an open-door recruitment policy, and does not exclude any
individual. Some trainees have specific training needs, which have been recognised
by JLP. Special arrangements have been made and special equipment, such as
adapted office furniture, has been purchased to accommodate them. One half day
each week is allocated to workshops where unemployed individuals, whether
government-funded or not, can access advice, support and some training if required.
These sessions often result in individuals gaining valuable work experience and, in
some cases, full-time employment. Presentations to minority ethnic groups have also
been part of the ongoing marketing and promotion of JLP’s training programmes.

14. JLP has effective complaints and disciplinary procedures. These procedures are
regularly updated and allow JLP to monitor and action any complaints they may
receive. The disciplinary procedure is given to all staff and trainees as part of their
induction.

15. JLP does not systematically monitor trainees’ experience. Assessors are
generally aware of a trainee’s destination and this is noted by one of the partners.
They also check whether trainees’ destinations have been influenced by equal
opportunities issues. However, these notes are not consistently recorded or
evaluated. Promotional and marketing literature produced by JLP does not always
promote the organisation’s positive commitment to equal opportunities.

Trainee support Grade 2

16. JLP’s staff and managers regard trainee support as a priority. As part of the
training process, all trainees undergo an initial assessment. This is to assess their
suitability to undertake an NVQ. This opportunity is taken to identify any prior
experience or qualifications. Assessors visit trainees in their workplace at least once
every two weeks. The self-assessment report identified strengths and weaknesses,
many of which were examples of satisfactory provision and some of which were not
relevant to trainee support. Inspectors awarded the same grade as the company.

STRENGTHS

♦ strong pastoral support

♦ assessors work well as a team

♦ very frequent visits to trainees

♦ effective use of accreditation of prior learning

♦ personal counselling and advice available

WEAKNESSES

♦ informal initial assessment

♦ reviews lack rigour

GOOD PRACTICE
Managers and staff
working in partnership
with Employment Service
advisors, disability
employment advisors and
the prospective employer
have overcome significant
mobility difficulties to
enable one trainee to gain
full-time employment.
This included completing
an ergonomic appraisal of
work requirements and
personal safety factors,
as well as arranging for
the fitting and supply of a
special wheelchair. This
trainee has now entered
full-time employment and
has the added opportunity
to complete a
postgraduate research
programme.
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17. Staff at JLP support trainees throughout and beyond their time at the company.
Some past trainees are receiving ongoing support to help them to complete their
qualifications, despite no longer being eligible for government funding. Excellent
pastoral support is available across the whole of the organisation. Trainees are able
to contact assessors outside of normal working hours. Both JLP’s partners and some
staff members are qualified to provide personal counselling and advice.

18. Assessors at JLP work closely together, even though they are home based, and
all but one are part-time employees. This is particularly beneficial when an assessor
is unable to attend a scheduled meeting, since one of the other assessors can step in
and conduct an effective meeting. Likewise, where an individual trainee needs extra
support, assessors work together to provide this. Some trainees meet with assessors
twice weekly if necessary, even if this is not with their allocated assessor. Trainees
with learning difficulties or specific needs are well supported.

19. JLP has excellent working relationships with a network of local employers. All
trainees are visited in their workplace on a two-weekly basis and, when necessary,
weekly. At these visits, trainees receive advice and guidance on the collection of
evidence for their NVQ portfolio, portfolio-building itself, or training.

20. JLP effectively accredits any prior learning or achievements trainees may have.
When trainees start on the programme, or have achieved an NVQ, an assessment
takes place. A formal written report is produced, which is cross-referenced against
any NVQ units and elements already achieved.

21. Trainees are initially assessed on their entry skills, but the results of the
assessment are often not fully recorded. There is no formal initial assessment of
trainees’ key skills.

22. Reviews of trainees’ progress take place on a quarterly basis. Progress towards
completion of their individual training programme is not included in this review, nor
is it formally recorded. Neither trainees nor employers’ views of trainees’ progress
towards their aims and objectives are sought or recorded.

Management of training Grade 1

23. JLP has a permanent staff of seven, including the two partners, a full-time NVQ
advisor/administrator, and four part-time NVQ advisors/assessors. When needed,
JLP also uses the services of a book-keeper, and five subcontractors, who offer
services such as accreditation of prior learning, trainer and assessor training
qualifications, outdoor management training, basic health and safety at work and
food hygiene certificates, and hospitality internal verification. Training staff work in
the premises of subcontracted companies. Staff are required to manage their hours
effectively in their work with the trainees and the companies to which they are
allocated. All new staff have a comprehensive induction to JLP. Staff are issued
with a copy of their current job description. Individual performance targets are set
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for all staff. Six-monthly appraisal interviews are used to review staff’s performance
and discuss their development needs. JLP achieved the Investors in People Standard
in March 1999. Regular monthly management and weekly staff meetings take place.
Inspectors found that many of the strengths identified in the self-assessment report
were linked to good communication. Inspectors awarded the same grade as the
company.

STRENGTHS

♦ good internal communication system

♦ accurate and current data used to inform decision-making

♦ staff clearly understand their roles

♦ effective deployment of staff

♦ good staff development opportunities

♦ good links with external agencies

WEAKNESSES

♦ no significant weaknesses identified

24. The partners hold regular monthly meetings to discuss and evaluate the
individual performance of staff and trainees, and the company’s performance against
contracts and action plans. Monthly staff team meetings are held. To encourage
attendance by part-time staff, an informal lunch is generally provided. All staff are
invited and any staff members who are unable to attend are sent copies of the
minutes. Staff are kept informed about the company’s performance against financial
targets. They are encouraged to work as a team, sharing their concerns and
identifying ways in which other staff may help or support. Managers regularly
acknowledge the efforts of individuals and teams of staff when they have produced
good results. All staff have a copy of their job description and understand their roles
and responsibilities. They also have a clear understanding of the values, policies and
targets of JLP.

25. Strong links have been built with employers who are encouraged to take an
active role in the training and assessment of their employees. JLP’s managers make
regular visits to employers to ensure that they are satisfied with the quality of
training and support being provided by JLP’s staff. Good working relationships
have also been built with the staff of the careers service and the Employment
Service, particularly with New Deal programme advisors. Long-term unemployed
people have been directed to JLP and have received positive support to gain a
qualification and find full-time employment on the New Deal programme.

26. JLP has designed a database linking current information about trainees with
their progress. Reports taken from this database are used to assist managers to make
judgements about the company’s performance. A new, more detailed database is
currently being piloted which will produce more detailed information about all
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aspects of the company’s business. Each week every member of staff sends in a
report of their activities, which includes the actual achievements of their trainees.
Managers also receive a copy of staff’s planned work sheets to review. Managers
take full responsibility for on- and off-the-job training.

27. Staffing procedures are well developed. All staff have a current job description
and are fully informed about the business plan. A full staff induction takes place for
all new staff and subcontractors. New staff work alongside a named mentor, who is
an experienced member of staff, for the first month of their employment. Staff
appraisal takes place every six months. Staff take part in an open discussion about
their job role, performance and in identifying their future development needs. All
staff are encouraged to take up development opportunities to improve their
performance at work.

Quality assurance Grade 2

28. The company has clearly written policies and procedures including a system for
tracking trainees’ progress and constant evaluation of the performance of all staff
and trainees. JLP meets the quality assurance standards required by the TEC and
other external bodies. Quality assurance is a regular item on staff meetings.
Business plan targets are broken down into targets for individual assessors and their
trainees’ project targets. There is a structured approach to internal verification.
Standardisation meetings are held after internal verification activities have taken
place. Some of the strengths recorded in the self-assessment report related to
management of training. Inspectors awarded the same grade as given in the report.

STRENGTHS

♦ continuous action-planning

♦ thorough internal verification process

♦ sharing of good practice

♦ quality checks made of subcontracted training and assessment

WEAKNESSES

♦ underdeveloped self-assessment report

♦ no system for checking validity of signatures on witness statements

29. JLP’s managers are thorough in their approach to continuous improvement.
They carefully evaluate current systems and procedures and strive to increase the
effectiveness of the training. Regular feedback is sought from employers about the
quality of the training and assessment. Managers observe subcontractors and staff
carrying out both training and assessment to ensure that quality and consistency is
maintained. Improvements to be implemented are discussed with staff at staff
meetings or on site, ensuring that they are aware of the reasons for any actions.
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Progress with implementing the changes is clearly identified and recorded against the
action plan. As one plan is completed, a new plan is drawn up to address new
concerns. Staff are well informed and knowledgeable about the quality assurance
system, which is focused on trainees’ experience.

30. The internal verification process is thorough. Regular observations of assessors
take place and formal feedback is given to individual staff to action within an agreed
time. Random samples of trainees’ portfolios are checked across all units of each
programme. External verification reports indicate that all awarding body
requirements have been met. Standardisation meetings take place to impart
information to all staff, as well as to formally review the internal verification and
assessment procedures.

31. The focus of JLP’s quality assurance activities is to evaluate and improve the
quality of training. Good practice is recognised and carefully shared between staff at
team meetings. Staff discuss quality assurance and their views are valued. All
subcontractors have a contract for services. Subcontractors’ performance is
carefully monitored and feedback about the quality of the service is regularly given.
Regular reviews are also carried out. Files are maintained for each subcontractor
which include feedback on the service they provide as well as records of previous
reviews and observations.

32. Witness statements are used to record evidence from naturally occurring work
activities. Generally, witness statements contain valuable evidence. However, there
is no system to check the validity of the signatures of other staff or contacts who
sign the documents as proof of actual performance.

33. Extensive informal evaluation takes place with employers, external bodies,
trainees and staff. This information on the quality of the programmes is used
effectively to review all activities. Formal evaluation is carried out for employers
and trainees and specific training events. However, questionnaires distributed to
trainees are poorly structured and fail to produce meaningful evidence for
evaluation. All financial issues are evaluated in depth.

34. The self-assessment report prepared by JLP includes a great deal of descriptive
text and little evaluation of the company’s current position. Strengths and
weaknesses are not clearly identified, although some strengths and weaknesses are
recorded in the text.


