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Executive Summary.
Having carried out the Accreditation Review in accordance with the guidelines provided Stockton Borough Council - Tees Achieve has demonstrated that it continues to meet the matrix Quality Standard for information, advice and guidance (IAG) services. Continued Accreditation to the matrix Standard is granted for the external services provided by Stockton Borough Council -Tees Achieve.

This Accreditation Review Report details the services provided by Stockton Borough Council - Tees Achieve and includes a brief description of the organisation, the assessment methodology and an overview of how Stockton Borough Council - Tees Achieve demonstrated that it continues to meet the matrix Standard.
1. Introduction.
The focus of the assessment was on the external information, advice and guidance (IAG) service provided by Stockton Borough Council -Tees Achieve (hereafter referred to as Tees Achieve) to clients / learners enrolling on accredited and non-accredited courses or those who are part of Government sponsored work based learning (WBL) and employability programmes. 
The scope of the assessment included the suitability of the premises from where the service is delivered; the internal processes for delivering the IAG service; the extent and suitability of the service provided; the effectiveness of partnership working; the effective delivery of IAG by those delivering the service; the overall management of the service and the outcomes experienced by clients / learners having received the service.

Since the last assessment in July 2007 Stockton Adult Education Service has become part of Stockton-on-Tees Borough Council’s Regeneration and Economic Development Team. The merger in November 2008 has brought together two previously separate parts of the service namely Stockton Adult Education Service and Training and Employment Services to become known as Tees Achieve. In January 2010 a review of the staffing structure resulted in the loss of some staff and management roles and the closure of some sites from where the service was delivered. The review came about because of the Council’s need to make financial and other resource savings. Some contracted provision has also changed since the last assessment, for example in July 2009 the Offender Learning and Skills Service (OLASS) for prison establishments in the Tees Valley came to an end.  

Stockton-On-Tees Borough Council has forged partnerships to assist more people who receive social benefits to gain employment. The Stockton Employability Consortium involving key stakeholders from the public, voluntary and community sectors leads on co-ordinating the work involved, funded through the Communities Fund, to secure sustainable employment for the most disadvantaged and to help and support individuals ‘hardest to reach and hardest to help’ move closer to the labour market. The Council has signed up to the Government’s ‘Skills Pledge’ to provide training to all employees who do not have a level 2 qualification.
The aims of the managers and staff within Tees Achieve is to support the Council’s strategic aims by helping tackle social disadvantage through education and lifelong learning. By improving people’s employability, especially those in the most disadvantaged communities, the intention is to help individuals through training and employment support programmes. The services provided include the provision of basic education, non-vocational and vocational learning opportunities in full and part-time accredited and non-accredited courses. Over 1,000 courses are made available annually in over 80 subjects involving in the region of 5,000 clients / learners. Work based learning is delivered on the employer’s premises at a time and place most appropriate for the employers and their employees. Tees Achieve is also a subcontractor for Jobcentre Plus provision and the CfBT Educational Trust service.  
Examples of the type and range of training made available include, Basic Skills in literacy and numeracy, family literacy / numeracy programmes, health, public services, care, agriculture, horticulture, animal care, construction, information and communication technology (ICT), retail, commercial enterprise, leisure, travel, tourism, arts, languages, literature, culture, English for Speakers of Other Languages (ESOL) and family learning amongst many others. Funded programmes include Entry 2 Employment (E2E) - a foundation programme aimed at 16 to 18 year olds who need additional support before undertaking full level 2 learning programmes; Apprenticeships / Advanced Apprenticeships offered across a range of occupations with Stockton Borough Council currently providing a substantial number of such opportunities the rest are with local employers; Flexible New Deal programmes - aimed at helping those receiving Jobseeker’s Allowance for 12 months or more find a job, access training or work experience and Train to Gain – delivering basic skills, NVQ level 2 and 3 to employed adults.

Members of staff delivering the IAG service currently operate across three main sites based in Billingham Community Centre, Archon and Kiora Hall. Community courses are, however, delivered at 50 locations across the Borough in schools and community centres where support is provided to fractional and sessional contracted tutors who provide the service and where necessary refer individuals to members of the Learner Support Team for more in-depth one-to-one IAG and support. Clients referred under the nextstep contract have one-to-one interviews with dedicated IAG workers. Those clients involved in WBL and E2E are required to attend induction sessions and continue to receive IAG throughout their training via their trainer or a dedicated IAG worker. Individuals referred to Tees Achieve because of their poor basic skills in literacy and numeracy including those not in education, employment or training (NEET) also receive ongoing IAG throughout their training.
The Head of Service (Regeneration Economic Development) is supported by the Tees Achieve Learning and Skills Manager, six Education Managers and seven Area Lead Officers in overseeing the delivery of the service. In total Tees Achieve employs about 190 staff, including fractional and sessional contracted tutors. Now part of Regeneration Economic Development the new structure provides better opportunities for Tees Achieve to link with employers and local businesses and understand changes in the labour market to be able to promote its service, plan more effectively and prepare funding bids on a corporate basis.
Tees Achieve has a published Vision that states, “Working in partnership, provide challenging and enjoyable learning experiences that unlock potential and raise the skills and aspirations of the people of Stockton to enable their full participation in the local community and the workplace." It also has published its Mission which states, “Developing people and unlocking potential through learning.” 
The Assessor found a committed group of qualified Managers and staff working effectively as a team delivering the IAG service. Members of staff, tutors and managers are committed to the provision of a professional information, advice and guidance service and have a good understanding of the significance of IAG for individuals when they have to plan their future and make decisions. The needs of clients / learners are the main consideration. Staff and tutors provide support and encouragement to clients / learners in respect to their learning, employment opportunities and, where necessary, support clients / learners to address personal, domestic and health problems. Members of staff within Tees Achieve provide mutual support to one another and to the tutors. The Assessor was very impressed by the commitment shown towards delivering the information, advice and guidance service to a good standard. What is particularly pleasing is the fact IAG is not just seen and delivered as a ‘front end,’ one off service. IAG provision is maintained by staff and tutors as an ongoing process throughout the time a client / learner attends one of the Centres or is involved in WBL and, at times, post learning as part of a follow-up aftercare service. 

The managers, staff and tutors within Tees Achieve have not only maintained the IAG service but have developed and improved the service as part of their quality improvement procedures. Robust and well managed practices and procedures are in place to help ensure a consistent service is being delivered across all sites. Managers and staff are now more familiar with the Standard and readily relate their activities to what the Standard describes. 

The recent staff review has no doubt caused concern for some, however, at the time of the assessment managers and staff reported the changes had had a positive effect leading to various efficiency gains and the streamlining of procedures to help provide a more effective service. Examples of this include the involvement of the Contact Centre where staff now receive all incoming telephone calls of a general nature from prospective clients / learners and facilitate course enrolments, administrators now working more as a team and becoming multi-functional and the co-location of managers in one building to aid communication and liaison. The collective activities of staff have galvanised to capitalise on the opportunities the changes have presented to improve the service. What is now being achieved reflects well on the abilities and commitment of staff and tutors, their willingness to embrace change and develop new initiatives and projects. The management style is well balanced between those at a senior level providing direction and staff delivering the service having local responsibility that are trusted / expected to make improvements to the service where possible. Managers have budgetary control to enable them to plan and deliver the service effectively. 

Whilst considerable progress has been made following the merger of the Adult Education Service and Training Employment Services to bring both sets of staff, policies, procedures and working practices to form the new department Tees Achieve work is ongoing to fully embed the IAG service. As can be expected managers and staff working previously as part of Training Employment Services are, as yet, less familiar with the practical application of the Standard although IAG is recognised to play an important part of the service provided.
Whilst no tensions were apparent during the assessment, members of staff are acutely aware of the potential problems associated with the delivery of an effective IAG service and maintaining quality standards whilst fulfilling contractual quantitative requirements. Working to achieve performance targets can create a situation where the ‘quality’ aspects of the service become secondary to ‘quantity’ thereby undermining the principles to which members of staff operate for providing a service to meet the needs of individuals.

Since the last assessment excellent progress has been made to improve the IAG service. Examples of work completed include, benefits now being derived from the organisational restructure enabling better links with Jobcentre Plus and a wider range of employers together with the Connexions service; the development of Education Manager posts allowing a more strategic overview of service delivery supported by the Area Lead Officer posts to operationally manage areas of learning and expertise; the rationalisation of staff resources and their relocation to enable team working; developing more accessible routes via Regeneration Economic Development to business developments and enterprise initiatives, employers, housing and employability within the wider council; greater collaboration with Marketing staff using their expertise to help improve signage and Tees Achieve publicity materials; development of partnership working particularly with Stockton Riverside College and Tees Valley Local Authority Adult Education providers; having been part of Stockton Borough Council’s successful application to gain Customer Service Excellence Award and Investors in People accreditation; the creation of policies and procedures in electronic format; the introduction of employer surveys; a new induction procedure; the promotion of Learner Support using published articles and case studies and improvements to client / learner / employer feedback procedures following a full Ofsted inspection in 2008 and a monitoring visit in March 2010.
The agreed objectives for the assessment were; to assess the nature of the IAG service provided; to raise the awareness, at an organisational level, of the IAG service being delivered; to review the quality of the IAG service provided; to assess whether suitable systems and procedures are in place to support an effective and efficient IAG service, to identify service strengths and make recommendations about possible improvements to the service, to examine issues relating to continuous quality improvement of the service since last being assessed and in particular the areas identified as ‘Good Practice’ and ‘Areas for Continuous Development’ and to establish whether Stockton Borough Council Tees Achieve  continues to meet all the Elements of the matrix Standard.
2. Methodology.
The Assessor used a range of methods to gather evidence against the matrix Standard; 

· Meeting with a Senior Manager (1).
· Meeting with managers (5).
· Meetings with Area Lead Officers (2).
· Meetings with Area Lead Officers (2).
· Informal focus group meetings involving a total of 30 clients / learners (6).

· One to one meetings with clients / learners (1).

· Meetings with partnership representatives (3).

· Meetings with Tutors and members of staff who deliver the service (11).

· Examination of documentary evidence - reports, policies, leaflets, posters, notice boards, management information etc.

· Observation of the premises and facilities available at Billingham Community Centre, The Causeway, Billingham, Stockton-On-Tees TS23 2DA; Archon, 19-23, Bridge Road, Stockton-On-Tees TS18 3AA and Kiora Hall, Ragpath Lane, Stockton-On-Tees TS19 9JS.
· Review of Tees Achieve (Stockton Borough Council) website – www.stockton.gov.uk
3. Strengths.
The ‘Strengths’ identified when Stockton Adult Education Service (now Tees Achieve) was last assessed in July 2007 were found to have been maintained, (except those appertaining to the OLASS contract within prison establishments as the service is no longer being delivered, details omitted from this report), namely:-

· That Stockton Adult Education Service (now Tees Achieve) is a highly respected and high performing organisation. It has teams of staff having good local knowledge, and is dedicated to improving the quality of lives for people in local communities by offering high quality IAG and a framework of support to enable them to access the service and achieve their goals and aspirations. 

· Continues to adopt employment practices that are consistent with holding of IiP status, and works in line with Customer Service and Charter Mark Standards. 
· The Service continues to play an important part in the support and delivery of Stockton Borough Council’s strategic objectives, and has been, and continues to be, influential in developing and delivering new initiatives including the delivery of Jobcentre Plus, CfBT and other Government funded contracts.

· There has recently been a re-structure within the organisation and new posts have been developed, including Learning at Work Co-ordinator. Additional courses have been introduced, disabled access has been improved, and there has been a major investment in developing additional car parking spaces. More robust management information systems have been developed. Publications have been revised for the benefit of clients / learners with disabilities, feedback questionnaires have been revised and the Voice of the Learner system has been reviewed and developed. 
· It was notable during the Assessment visit that the profile of IAG has been significantly raised over the past 3 years. Managers and staff across the organisation recognise the importance of embedding and delivering high quality IAG and understand the fundamental importance of ensuring that clients / learners have access to high quality IAG in a supportive and non-judgemental environment at a time and place this is convenient to them

· The Service is committed to user participation and to gathering feedback from them and other service users, and provides many opportunities for them to give their views and influence developments. Particular note was made of how the Voice of the Learner has been reviewed and changed since the previous Assessment. Rather than Focus Groups the process has changed to a system which allows people to have direct access to members of the Management Team and staff from the Learner Support Team who have been scheduled to have a presence at a specific venue at specific times of the day. Feedback is reviewed and used to inform Action Plans.
· The introduction of the Moodle website which provides links to six other providers across the Region is an excellent initiative which provides a wide range of information to users and non-users of the Service relating to activities and learning opportunities. 
During the Accreditation Review, five strengths were identified. These are outlined below. The numbers and letters in brackets refer to the relevant elements and criteria in the matrix Standard.
· The continued development of the ‘Moodle’ IT application demonstrates good innovation for ensuring the delivery of the service keeps pace with, and matches, the needs of Tutors, clients / learners and staff. Moodle provides an efficient and cost effective means to provide clients / learners with up-to-date information, allows interactive discussion and learning, the sharing of information and promotion of the IAG service. Tees Achieve has developed an attractive mix of different methods for how Tutors and staff communicate with clients / learners that makes relevant information available capitalising on the use of Information Technology (IT) (1a, 1c, 2a, 3b, 3c, 4a, 4d).
· Tees Achieve demonstrates a good commitment to the provision of continuous professional development of tutors, managers and staff including opportunities to develop staff to deliver the IAG service. A number of staff have been / are being supported in gaining formal qualifications in ‘advice’ and ‘guidance.’ Staff development is seen as an important ingredient to the future success of Tees Achieve allowing individuals to grow as the service changes, develops and expands aimed at providing clients / learners with a consistent service. Indications are that Tees Achieve and individual clients / learners are now experiencing the benefits of having well-trained and experienced staff delivering the service (6b, 8c, 8d).
· Tees Achieve continues to develop effective networks and partnerships internally and with external organisations, statutory bodies, voluntary and charitable groups. External partners commented on the professional manner that staff at Tees Achieve carry out their responsibilities and the good level of collaboration that takes place. Described as a good partner to work with, Tees Achieve has established for itself a very good reputation. Such words as committed, professional, co-operative, reliable and trustworthy were quoted by partner organisations to reflect how they regard Tees Achieve managers and staff (5g).

· The mechanisms and processes in place to obtain client / learner feedback are sufficiently thorough to ensure meaningful comments are received. All feedback obtained is scrutinised and assessed. Tees Achieve is seen to be very effective in completing the consultation ‘loop’ for example, decisions and actions taken by managers and members of staff are communicated back to clients / learners in various ways including displays within each of its Centres. In addition trend information is used to determine whether service standards are being maintained and the details of client / learner satisfaction levels are on show within each Centre (7a, 7c, 7d)
· During the assessment various examples were noted concerning the level of support provided to clients / learners having special needs and / or learning difficulties. The support provided to address the needs of individuals is impressive. Individual cases where clients / learners with hearing and sight impairments, physical disabilities, behavioural problems and more serious medical conditions such as cerebral palsy have all been accommodated. A number of individuals have been provided with specialist equipment (in some cases very expensive equipment) including software packages for ICT learning and other types of support in the form of allocated support workers and assisted transport (1a, 2d, 4c).
4. Areas for Continuous Improvement.
The following ‘Areas for Continuous Improvement’ identified when Stockton Adult Education Service (now Tees Achieve) was last assessed in July 2007 were found to have been addressed, (except those appertaining to the OLASS contract within prison establishments which has finished, details omitted from this report), namely:- 
· Although some policies are available on the Stockton Borough Council’s staff intranet and the Adult Education Service’s I Drive, a Policy File is still available in office areas. Senior staff may ensure that policies contained in the Files are reviewed and dated (5f). 
Comment – All relevant policies are now retained electronically on the intranet system and are reviewed regularly.

· A Tutor Handbook has been developed which contains a range of information. It would be considered good practice if the Handbook could be adapted and made available for other staff groups. (6a, 6b). 
Comment – The use of the handbook has been dispensed with as all relevant policies / information is now accessible electronically.
· The staff may review all publications and ensure that the Guidance Accreditation Board logo is removed during the next print run, as the Guidance Accreditation Board no longer exists (3a).
Comment – This issue was found to have been fully addressed.
· Although the Curriculum Manager and her staff have regular dialogue with Employers and Head Teachers there is no formal mechanism in place for gathering feedback from them. The Curriculum Manager may consider developing a questionnaire for Employers and Head Teachers which will provide her with an opportunity to formally seek their views and consider their responses. (7c, 7d).
Comment – Following changes to the management structure and improvements to feedback procedures comprehensive processes are now in place to capture relevant information and the views of individuals.
· A high level of support is available from Stockton Adult Education for service users who have both physical or hidden disabilities and those with sensory impairment. Although several publications contain short Case Studies and comments from service users about their learning experiences and the support they have received, there was very little evidence of Case Studies or comments from service users with disabilities or other problems that they initially thought would prevent them from accessing the service or hinder their progress. This type of information could encourage people who have additional needs to make contact with the Service and take advantage of the high level of support that is available to them. The Assessor was given some excellent examples of how service users are supported which include a lady who is blind who has a support worker to guide her during her swimming lesson, the young man who is very disabled following a stroke who receives a high level of support in the Craft Class and the Assistive Technology that has been made available for a learner with visual impairment (1d).
Comment – A much greater use is now made of case studies to promote the service to others and emphasise the support which is available for those with disabilities and / or special needs. Specific funding has been made available by the LSC to support such individuals which, if not utilised, is taken back therefore there is a strong incentive for managers and staff to identify and encourage as many such users of the service as possible. 
The Assessor identified three areas where further development may improve the quality of service. The numbers and letters in brackets refer to the relevant elements and criteria in the matrix Standard.

· Evidence was found to show that amongst the range of staff involved in the delivery of the IAG service an inconsistent view exists about what the terms ‘advice’ and ‘guidance’ amount to in the context of the IAG service provided. Consequently not all members of staff recognise the boundaries of their role when considering the need to signpost and refer clients / learners or seek appropriate support. What amounts to ‘advice’ for one person is ‘guidance’ for the next with some staff unable to differentiate clearly between the terms ‘advice’ and ‘guidance.’ Tees Achieve may wish to consider how it can address this issue for existing staff and newly appointed staff in the future. One option could be to run one or more workshops so that the terms ‘advice’ and ‘guidance’ can be defined and a common position agreed by those involved in the delivery of the service (5b, 6b, 6c).
· Tees Achieve has established web-pages forming part of the Stockton-On-Tees Borough Council website. The site is seen as an effective tool to make information available however, parts of the Tees Achieve section of the site were found to be not fully maintained. For example, the Annual Report is no longer relevant / produced and the last version available via the website is 2005-06. Another example relates to the Self Assessment Report the last version posted is 2006-07. The website has the potential to provide a great deal of more useful information to clients / learners, external organisations, employers and prospective future clients / learners. Tees Achieve is encouraged to ensure the information provided is maintained and the site is exploited to provide relevant information e.g. information for employers (2a, 3a, 3b, 3c).

· Tees Achieve has introduced a number of measures to monitor and evaluate the delivery of the service. To develop the use of the Standard one additional improvement would be to make the IAG service a more explicit part of Tees Achieve strategic level aims and objectives. This will make it easier for members of staff that deliver the service to recognise where improvements and changes are needed and focus more on specific measures / outcomes relating to the IAG service. To further enhance arrangements a ‘thread to needle’ approach (Strategy through to delivery) could be adopted if measureable IAG aims and objectives were included as part of the Council’s Business Unit Plan. This would enable all who are involved, from Officers within the Council to elected officials and employees to have a common understanding of what aspects of the service are to be monitored / measured. In addition it will help make service outcomes more apparent so their value in terms of cost effectiveness / value for money and their impact on social, employment, business and health issues are more evident and better understood. Because IAG is an integral part of all Council services, across all Directorates and Departments, the additional benefits beyond those relating to Tees Achieve could be far-reaching.  Utilisation of the Standard as a quality framework against which IAG can be assessed should enable the Council to introduce low cost but effective improvements to IAG services elsewhere (5a, 5b, 8a, 8d). 
5. Detailed Findings against the matrix Standard.
The following information is a summary of the findings against each element and should be read in conjunction with the previous sections.

1. People are made aware of the service and how to engage with it.

Tees Achieve is now part of Stockton-on-Tees Borough Council’s Regeneration and Economic Development Team and was formed in November 2008 following a merger of Stockton Adult Education Service - adult and community learning and Training and Employment Services - work-based learning.
The provision includes learning and personal development opportunities to those who are aged 16 years and over. Courses are provided in a wide range of subjects such as ICT, sports and leisure, arts and crafts, languages, humanities, skills for life – literacy and numeracy including ESOL, vocational NVQ's, and family learning. The learning provision is aimed at people at all levels and interests who can enroll for qualification bearing courses and / or non-accredited courses. The employability programme supports younger people’s entry into jobs and those who have been long term unemployed and provides WBL opportunities through its Apprenticeship, Advanced Apprenticeship, E2E and Train2Gain programmes.


By tackling disadvantage and improving opportunity and achievement in education Tees Achieve promotes lifelong learning. IAG is provided as a sub-contractor on behalf of CfBT / Jobcentre Plus. 
Administration members of staff handle enquiries, input data, process claims, register and certificate qualifications, provide management information, support managers and staff delivering the outreach service. In the early part of 2010 Stockton Borough Council’s Contact Centre was commissioned to deal with incoming telephone enquiries and accept client / learner telephone enrolments.
Information regarding community training is made widely available utilising the course prospectus, Tees Achieve website, the use of ‘flyers’ and other promotional literature as well as events such as open days’ and  the activities of staff engaged in outreach work.
Training Employability programmes are promoted specifically at their intended target audience via Tees Valley Work Based Learning Network, the circulation of an area-wide prospectus, via schools, the Connexions service, Jobcentre Plus partner organisations such as Working Links and at ‘open days.’ Promotional activities have also involved the use of the media to report on client / learner achievement, stands at Job Fairs and in local communities during Adult Learner Week. Evidence from clients / learners highlighted how information about the service had become known to them. This had happened through friends and relatives having previously attended one of the Centres, referrals from Connexions or Job Centre Plus and other agencies. A number of clients / learners had seen posters and leaflets within community venues such as libraries, dental practices, hospitals, Jobcentres along with details advertised in local newspapers. Award ceremonies are held two or three times each year to celebrate client / learner success and help promote the service.

One example noted was an article in the Stockton News for May/June 2010 relating to ‘A day in the life of’ involving a member of the Learner Support Team. It is the aim of one of the Education Managers to have an article about the IAG service or Tees Achieve promoting the service included in each publication produced.
Information regarding community courses is also provided in Braille, large print and on audio tapes. Clients / Learners are able to complete a form requesting an appointment with a member of the IAG Team (Learner Support) to discuss CV writing, job search or information about courses. The forms are readily available to individuals in each Centre and completed forms can either be handed to a member of staff or posted in the post boxes provided.
Members of staff who deliver the service offer advice and guidance on education, training, careers, job search, CVs, interview techniques as well as providing a follow-up service where they aim to contact each client / learner six months after their interview to check their progress and offer further support. The success rate for making initial contact is just over 50%.

Close working arrangements exist with Billingham Jobcentre Plus that makes a significant number of referrals to Tees Achieve. Tees Achieve staff visit the Jobcentre to promote the service to their clients / learners and also attend Jobcentre staff meetings to provide updates and receive referrals.

Members of staff have access to the National Translation Service Language Line to assist clients / learners whose first language is not English.

2. People’s use of the service is defined and understood.
All clients / learners receive a formal induction to their course / employability programme by their tutor who outlines Tees Achieve key policies and procedures. These include details about confidentiality, how to make known client / learner views or suggestions and details of the complaints procedure. Information about term dates, website addresses and other useful contact information is also provided. In some cases tutors will make available their mobile phone contact details.
The course prospectus and other publicity materials, as well as the Tees Achieve website, are all sources of information explaining what Tees Achieve can offer i.e. the various types of learning opportunities, the locations where these are delivered, the client / learner support available, course information sheets and details about course fees. The Tees Achieve Prospectus delivered to 90,000 households contains helpful information for prospective clients / learners about how to enrol. Within each Centre client / learner ‘case studies’ are used to promote the service. Tees Achieve commitment to clients / learners and what is expected in return is outlined in the Learner’s Charter for adult education courses. A slightly different version is produced for those undertaking apprenticeships, E2E and Train2Gain training. The matrix Standard logo is displayed on a number of publications / literature produced by Tees Achieve.

Course information sheets have been produced to provide individuals with more detailed information that explains what each course covers, what individuals need to do to prepare for the course, whether the course leads to a formal qualification, course costs and who to contact for more information. Information packs are also available relating to Apprenticeships that explain the choices available, what the programme is intended to provide / achieve and how to apply. An employer’s guide is also produced. 

An example of the kind of information provided is the WBL ‘Parent Information Pack.’ The pack contains a WBL guide, details regarding progression routes, rules concerning the payment of the Education Maintenance Allowance and frequently asked questions. Information to potential clients / learners is provided in a clear uncomplicated fashion. 
Clients / learners reported their initial interviews had been dealt with sensitively and in confidence. Separate (interview) rooms are available where staff can take clients / learners to discuss their personal circumstances in private. The majority of clients / learners had some understanding about their personal information being shared with third parties, employers or other agencies such as the LSC or Jobcentre Plus. Clients / learners reported having had details regarding confidentiality explained to them during the registration and / or induction process. The majority of clients / learners operate on a basis of trust believing that Tees Achieve will not divulge personal information without first obtaining the client  / learner consent. During the discussions with clients / learners regarding confidentiality none reported having seen client / learner files or sensitive information laid about where they could access details within the Centres. 

Client / learner information retained on the Tees Achieve management information computer database is password protected. Paper files are stored securely in lockable filing cabinets or offices within each Centre. 
Evidence was found to show how clients / learners are provided with ‘taster sessions’ allowing individuals the opportunity to explore whether circumstances are to their liking so they are able to decide whether or not to make a commitment. One example involves clients / learners attending a Family Learning class who stated they had been encouraged initially to attend a class to see if they liked what they experienced. Members of staff based within the Centres afford every opportunity to individuals to attend classes so they can introduce themselves to learning more gradually and satisfy themselves the environment is right for them.

A registration form is completed following the initial interview that clients / learners have with a member of staff or a tutor. Clients / learners who the Assessor met stated they had been given time and opportunity to consider proposals and fully discuss details with a member of staff or a tutor. 

One client / learner commented, “I thoroughly enjoyed my courses which is down to the ability of the tutors.” 
Another client / learner cited, “I cannot speak highly enough about the tutor, she is excellent and has lots of patience – she makes me feel more included and has provided me with lots of support.”

Referrals to other services include Citizens Advice Bureau, Working Links, Jobcentre Plus, Connexions, Stockton Riverside College and Viva.   

3. People are provided with access to information and support in using it.
All information seen and examined during the assessment was found to be up-to-date and relevant to the service offered. Tees Achieve web-pages (part of Stockton-On-Tees Borough Council website) contain relevant information however some parts were identified to be in need of more regular maintenance to make the most up-to-date information available. The website provides a helpful description of the different types of courses available as well as contact details for each Centre. Clients / learners can enrol on line, by post, via the telephone or by visiting one of Tees Achieve Centres.  
Examination of Tees Achieve notices, policies and the range of information displayed confirmed it to be current and relevant to the service being provided. Information is managed by Centre Managers and staff to ensure nothing is displayed which is unsuitable or inappropriate. Administrative staff prepare tutor and course information with each pack containing relevant information regarding the induction process and details of those who have enrolled. Clients / learners seen by the Assessor explained how they had been supported in understanding the information made available. Clients / learners were complimentary concerning the efforts made by staff and tutors to explain matters which they had not fully understood and keeping them informed of ongoing developments. Clients / learners are provided with course literature relating to their course and reported receiving information in a managed fashion and not being overwhelmed with too much detail at any one time. 
The internal service is supported by making information available to tutors via the Tees Achieve intranet site. Managers, members of staff and tutors are able to access a range of information relating to policies and procedures that inform and support the delivery of the service e.g. additional learning support guidelines, Information, Advice and Guidance Policy, Learner Involvement Policy and Equal Opportunity Policy to name but a few.  
Managers promote an open and transparent management style and actively encourage staff to develop their work, personal skills and take the initiative for improving the service. Education Managers, Area Lead Officers, Tutors, Learning Support Team and other staff are all responsible for maintaining and managing information to ensure it remains relevant to the service they provide. The course prospectus, promotional literature and brochures regarding the service are all submitted to one of the Education Managers for approval before being produced and distributed. Information posted on the Tees Achieve website has to go through a validation process before being accepted and reference was made during the assessment that work had recently been commissioned to update the site to make it more relevant to the needs of users.

One client / learner stated, “They (Tees Achieve) are professional people, they will always go one step further. My tutor is brilliant she will even phone me if she thinks I might be stuck.”

The staff newsletter is used to make details regarding the service more widely known and recognised. The March 2010 edition carries an article promoting the service explaining that clients / learners can have a one-to-one confidential IAG appointment with a member of the IAG Team (Learner Support).
4. People are supported in exploring options and making choices.

Clients / learners were able to explain how they satisfied themselves about the information, advice and guidance they had received to be impartial and objective. This was based on the fact they had been given a number of options and the opportunity to consider whether the training offered is exactly what they wanted to commit to. 

Once a client / learner has expressed an interest in enrolling on a particular course or undertaking NVQ training a member of the Learner Support Team is available to explain the extent of the service being offered. Opportunity is provided for potential clients / learners to discuss details on a one-to-one basis to obtain further clarification, if required. One client / learner explained how the different options to obtain suitable experience and the right qualifications had been outlined, enabling her to better understand the commitment required on her part. IAG Action Plans are sometimes used to help individuals focus on their priorities. Additional support in the form of Curriculum Vitae (CV) packs is available to those who require support. 
Several clients / learners commented about not having obtained any qualifications when younger whilst attending school. Once members of staff at the Centres have explained how training is delivered and what it involves clients / learners then felt confident enough to enrol on a course. The fact that they had been able to clarify their concerns and put questions to staff, and in some cases tutors, had been a big influence on the decision they had made.

Clients / learners undertaking Apprenticeships are supported by the completion of a written Individual Learning Plan (ILP) which records their goals and achievements. Clients / learners have opportunity to complete a learner log to help them reflect on their progress and identify any areas where they feel they are experiencing difficulties. Additional support can come in the form of more specialist equipment for those having special needs. 
One client / learner commented, “We usually ask about what courses are available – they (Tees Achieve) do not pressure us in making a decision. The good thing is that we have all been listened to.” 

Clients / learners reported that staff and tutors at each Centre support individuals having special needs. One example quoted involved a client / learner who has dyslexia where the tutor is seeking additional computer software specific for the individual’s needs. Another example involved a physically disabled client / learner who attends a class where the tutor accommodates the person’s specific needs during coffee breaks whilst other members of the course are absent. A number of clients / learners have been allocated a support worker to assist them undertake their course. Specialist equipment and computer software programmes are provided along with additional support for some individuals where transport to and from a learning Centre is a requirement. Some tutors provide their clients / learners with their personal contact details in case they have any concerns or encounter any difficulties in which case they are able to seek support at any time. 
One example was cited where a client / learner who has Down’s syndrome having been provided with additional support successfully achieved a European Computer Driving Licence (ECDL) qualification.

All clients / learners are subject to an enrolment procedure when staff / tutors explain the limitations of the service. The client / learner literature produced and the information accessible via the Tees Achieve website explains in detail the extent of the service staff at Tees Achieve aim to provide to all individuals. 
One client / learner stated, “One of the lady’s (Tutors) who knows so much, she has given me such a boost and told me about my options regarding how they affect my tax credits.”
One client / learner who has dyslexia provided an example involving written details explaining her circumstances that were used by Tees Achieve as a case study to promote to other dyslexic sufferers the benefits the client / learner had gained from enrolling on a course, and the specialist support provided to her.
Arrangements are in place for a member of staff to make follow-up contact telephone calls to individuals after completing their training. The aim is to check on their progress and identify if any additional help and support is required. Up to three attempts are made to contact each individual and if this proves unsuccessful then a follow-up letter is sent.  
Clients / learners involved in the assessment process hold the view that they have received adequate levels of support, good information and advice allowing them to make their own decisions regarding learning and possible future work opportunities. All clients / learners confirmed it had been entirely their decision to enrol for the learning they are undertaking.
One client / learner stated, “My tutor has encouraged, helped and supported me at each stage. I would not change anything they are there for you and always have time for you.”
Support is provided to those seeking employment through the E2E and employability programmes which include interview techniques, CV writing, job search, skills diagnostics some of which is supported by the use of computer software programmes such as Adult Directions.
5. Service delivery is planned and maintained.
Tees Achieve has to attain a range of performance targets relating to the contracted service. Managers have a good understanding about the need to balance statistical targets (quantitative) with softer (qualitative) measures. Performance against client / learner targets is closely monitored by managers and staff on a weekly and monthly basis. Members of staff are allocated targets that relate to client / learner enrolments, progression and course completions. 
The recording and inputting of all client / learner records onto the management information system (MIS) database is done centrally by the administration team to ensure standards are maintained in respect to accuracy, timeliness and the production of relevant management information. Other measures used to maintain the consistency and quality of the service include client / learner reviews, staff standardisation meetings and the completion of the Tees Achieve Self Assessment Report (SAR). Once the SAR has been completed areas identified requiring attention / improvement are collated and then form part of Subject Area Quality Insurance Plans, the Quality Improvement Plan, Annual Service Plan, Section Plans and individual action plans. 

One manager expressed a view about the organisational restructure stating, “I think it is working, we are now all working more effectively merging the business.”
Another stated, “Bringing managers together in one building has been the key to making the merger and restructure work.”
The meeting structure plays an important part to ensure members of staff have a clear understanding of work priorities. Meetings are used to maintain consistency regarding the delivery of the service and identify areas for improvement. Centre staff meetings and manager meetings provide the opportunity for staff to make suggestions, plan the service and introduce change. Examination of the minutes of Strategy meetings, Section Head’s meetings, Monthly Update meetings, Learner Support / IAG / Outreach meetings confirmed this to be the case. Staff reported that they feel their voice is heard and that they are listened to, should they wish to make a suggestion or put forward their views. 

One member of staff stated, “The merger and the restructure has made us grow together and we now share the workload. If I have anything to say I see (name of manager) she is brilliant.”
A different member of staff commented, “We have adopted team working since the re-organisation – things are much better now.”
For managers and staff within Tees Achieve the IAG service is seen as an implicit part of the work they undertake and in some cases an explicit part of the contracted service. Resources are linked to available funding and therefore staff and other resources have to be used effectively. A mixture of staff is involved in the delivery of the service with most employed on a full time basis and others fractional employed for a fixed number of hours per week. Tutors are engaged on a sessional basis being paid for the training (courses) they deliver.  

Tees Achieve occupies premises belonging to Stockton-On-Tees Borough Council which is responsible for maintaining its buildings e.g. security and legislative requirements such as access into buildings, fire systems and procedures and Health & Safety issues. Fire exits were found to be clearly marked and fire extinguishers made available for use. Evidence was found to show Portable Appliance Testing (PAT) had taken place with members of staff having a working knowledge of Health & Safety legislation and relevant issues such as the completion of risk assessments and workplace assessments concerning the correct use and siting of equipment such as computers.

Tees Achieve continues to work with a range of partners that include Working Links, Shaw Trust, Pertemps, Citizens Advice Bureau, Connexions and CfBT. the aim is to work in partnership to improve people’s employability skills and help young people and adults gain employment. New opportunities are being explored to develop partnership working concerning Flexible New Deal providers and Community Fund deliverers to ensure residents can gain the necessary skills to play an active role in the local labour market. A ‘Memorandum of Agreement’ is in place between Tees Achieve and selected partner organisations. One example noted during the assessment was the Memorandum of Agreement between Norton Secondary School and Tees Achieve.
One partnership representative commented, “I would place Tees Achieve at the top of the tree as in other areas nothing is happening – they (Tees Achieve) are forward looking and move things forward. They will look at different courses and develop things utilising all the venues they have. The people I have contact with are very good, interested and well motivated” 

A different partner stated, “Tees Achieve is a well run organisation, good integrity and they operate to a plan and know where they are. They are good at retaining and training their staff and communicate well. They rank as my number one organisation.”

Another partner stated, “Tees Achieve is an open and honest organisation, they know what they are capable of and use their initiative. They are ‘on the ball’ regarding developments………it’s about the quality of the provision from management down-over, more than just qualifications for people but about overcoming barriers for people.” 
Tees Achieve operates to a number of established policies that include Health & Safety, Equal Opportunities and IAG. The National IAG Board Principles are reflected in the organisation’s policies and feature as part of the client / learner induction process. Information to tell clients / learners about the main policies including confidentiality is included in the booklet issued to all clients / learners entitled ‘Information for Learners’ booklet. 

6. Staff competence and support they are given are sufficient to deliver the service.

Staff at Tees Achieve reported having received a formal induction into their role having attended a Stockton Borough Council induction event for new employees. One member of staff explained, after she had commenced working with Tees Achieve the kind of support provided to her to access the Council’s database known as UNIT-e and other office equipment such as the printers, photocopier, telephone system etc. Staff expressed satisfaction regarding the level of support provided in the use of equipment and the provision of any specialist tools to enable them to fully undertake their responsibilities.
One member of staff stated, “The top people above (name) talk to you and don’t look down on you. The management style is good they ask you to do things and are not worried how you do it.”
A number of examples provided demonstrate how Tees Achieve maintains the competence of staff in their roles. Training opportunities have included first aid, safeguarding children, Moodle workshop, equality & diversity, mental health, social/emotional and behavioural difficulties, food hygiene, manual handling, customer service, working with employers, learning sign language to assist those who have hearing impairments, dyslexia awareness and others. During the year a number of IAG workshops have been held to develop the understanding and knowledge of staff regarding the IAG service. 
A workforce development plan informs managers regarding the priorities relating to staff training where statutory requirements linked to legislation or those set by the Council receive priority.

Where a member of staff is contacted by a potential client / learner whose first language is not English they are able to access support and use a translation service made available by the Council.

Using scenario based questions the Assessor was able to determine at what point staff delivering the service recognise their limitations and the boundaries of their role before having to refer clients / learners elsewhere or seek appropriate support.
Mutual support is provided to team members at all levels whilst individuals maintain a clear understanding regarding the staff / management structure within the Council. Members of staff generally regard their immediate line manager as the person who provides them with help and support if it is required. Education Managers undertake observations to determine whether an accurate and consistent service is being delivered to clients / learners.

One member of staff commented, “Management are very supportive, they listen to you – I like to achieve successful outcomes.” 

The Council’s Appraisal system is competency based with all core staff appraised on an individual basis once a year. Some tutors receive group appraisals.

Formal written assessment procedures are used annually to appraise staff on their performance and identify personal developmental needs. The process also requires a six month ‘review’ meeting to take place between a member of staff and their line manager. The majority of appraisals were found to have been completed and up-to-date.

7. Feedback on the quality of the service is obtained.

Clients / learners confirmed that during their induction they had been made aware of the formal procedures should they wish to raise a grievance or make a complaint. Details about what action to take if a client / learner wishes to compliment the service or has a complaint is explained by tutors at the start of each course. Posters entitled, ‘Voice of the Learner’ are displayed in each Centre and leaflets explaining how to provide feedback are available in each Centre. Clients / learners who wish to make suggestions to improve the service also have the opportunity to make details known during their ‘review’ meetings with their tutor, via the Tees Achieve website or by posting their comments in the suggestion box available in each Centre. Education Managers and other qualified staff carry out observations of teaching and learning. This activity brings managers into contact with clients / learners which also provides the opportunity for individuals to speak with a member of staff other than their tutor on a one-to-one basis if they have a complaint or concern.

Evaluation of the service takes place at different times during the ‘learner journey.’ Evaluation forms are used on some courses at mid-point and for all individuals when clients / learners complete their course or their training programme. A ‘Voice of the Learner’ questionnaire is now used to obtain the views of clients / learners. In the past feedback has been obtained through the use of focus groups but it was found the same individuals were attending so in order to reach a broader span of clients / learners a questionnaire has been developed. One of the questions asked is ‘Were you satisfied with the information and advice given?’  Another asks, ‘Can we improve advice and guidance?’ Different questionnaires are used depending on the learning an individual undertakes. For example, a different questionnaire asks, ‘How would you rate the information and advice offered by Tees Achieve about your course(s) during induction?’  
Feedback information received from clients / learners is summarised and submitted to Stockton-On-Tees Borough Council where details are collated. Any specific action that is required relating to a complaint is implemented by one of the Education Managers which is overseen by the Learning and Skills Manager. Compliments and complaint trends are reviewed by the senior Management Team and discussed at staff and team meetings. Details of client / learner feedback are displayed in each Centre, together with any decisions / actions that have been taken to improve the service.
Partner surveys are undertaken periodically the last one being in April 2010 when twenty partnership organisations were sent a questionnaire enquiring about the service provided by Tees Achieve. Questions such as ‘How would you describe the service you have received?’ and ‘Do you have any suggestions how we can improve the service we offer?’ were included. A similar questionnaire is circulated to venues where courses are run to identify whether any problems are being experienced and enquire if the service can be improved. 

A summary of the replies received are compiled and then posted within the Centres for the information of clients / learners, staff and managers.
Tees Achieve also conducts ‘Employer Surveys’ using a comprehensive questionnaire. The questionnaire is set out in sections with separate headings under which relevant questions are posed. One of the sections relates specifically to the provision of information by Tees Achieve and how employers rate the service received.
Examples of how feedback has improved the service for clients / learners include the Caretaker remaining available until 9pm on an evening so clients / learners know there is a presence in the building, classrooms have been provided with additional heating, a new improved on line enrolment system has been introduced with enhanced facilities making it easier to identify the different courses on offer and displaying posters within each Centre advising clients / learners if they wish to speak confidentially to a member of staff then to mention this so the discussion can take place in private. 

Examination of the complaints procedures confirmed a written audit trail showing decision making associated with each complaint to successfully resolve the problem(s) encountered by clients / learners.

The contracted service requires Tees Achieve to collate and submit statistical returns regarding performance against set targets to the Skills Funding Agency (SFA) (previously the Learning & Skills Council (LSC)) in order to access payment. Such data reflects ongoing performance concerning enrolments, retention and course withdrawals forming part of the quantitative data returns submitted on a monthly basis.
8. Continuous quality improvement is ensured through monitoring, 
evaluation and action. 

Management Team meetings and staff / team meetings provide the opportunity to review performance against the contract requirements, consider examples of good practice, budget expenditure against targets, assess quality issues and address operational matters. Performance statistics for the key client / learner outcomes are collated and recorded on a weekly and monthly basis. External assessment and inspections such as Ofsted inspection (2008) and monitoring visit (March 2010) have been used to maintain standards and improve performance as well as the SAR (2209-10). Between September 2009 and March 2010, all nextstep (IAG) provision has been inspected against the Common Inspection Framework (CIF) by Ofsted.  The prime contractor, CfBT, for the nextstep service for the North East Region has required all sub-contractors, which includes Tees Achieve, to undertake a self assessment process specific to that service. 
Where issues have been identified for improvement details form part of Tees Achieve Quality Improvement Plan (QUIP). The plan for 2009 / 10 was made available for examination during the assessment.

External consultants have been employed to help develop parts of the service and ‘Mystery Shoppers’ engaged to help assess the quality of the service - the aim has been to test and evaluate the service at different levels in different ways – email, telephone, personal contact and by letter to determine whether or not the service provided is a consistent service. 

The majority of staff were found to have been allocated either personal and/or work related performance targets. These are assessed by Tees Achieve managers. Quality measures are also used to assess performance these include periodic observation events of tutors and staff delivering the IAG service. The Education Managers oversee quality along with the Area Lead Officers. Non accredited training is assessed against Recording and Recognising Progress and Achievement (RARPA) (in 2005 implemented across LSC-funded provision as the 'New Measure of Success' for non-accredited learning and has become embedded as a national framework against which to measure and assess learning). 

Self assessment and client / learner / employer / partner feedback are the main activities to identify areas where improvements can be made. Proposals have already been made to make evidence gathering more efficient in respect to the SAR and for this to be done electronically.  External audits, observations and inspections are undertaken by the main contract providers to quality assure the service along with those undertaken by external verifiers and Awarding Bodies. The Council has made a commitment to progress the implementation of the Skills Pledge (the Government’s continuing effort to raise skills where any organisation can make the pledge to support employees who need to develop basic literacy and numeracy skills) and, as a consequence, Tees Achieve is a key part of the arrangements to assist employees of the Council achieve successful outcomes.
Examples of where improvements to the service have been made include the financial investment made by Tees Achieve (the Council) to upgrade the ICT hardware and software facilities made available to clients / learners. Following a successful bid for external funding Tees Achieve has been able to purchase and install internet connectivity, net-books, replacement PCs, digital projectors, printers and scanners for WBL. Tees Achieve has also invested significantly in a new MI system, UNIT-e produced by Capita. The system has recently been put into service. A MIS group has been formed to ensure the development of the system to its full potential. The system is capable of performing functions required by the SFA to meet funding arrangements, taking client / learner enrolments and payments and providing reports to managers. Staff can now use the system to track clients / learners, make more efficient use of resources and offer a better service to employers. 
Since the last assessment Tees Achieve has also created a ‘Hardship Fund’ that clients/ learners can apply to for financial support subject to them meeting the relevant criteria. 
The organisations that Tees Achieve works in partnership with operate their own monitoring and evaluation procedures to satisfy themselves regarding the quality and level of service provided. Complimentary remarks were received from partner organisations regarding the outcomes tutors and staff at Tees Achieve facilitate for clients / learners. Underpinning the service are a range of Quality Assurance (QA) procedures and the sharing of good practice.

Future development of the service is aimed at the expansion and growth of the training provision by identifying additional / alternative sources of funding and diversifying. Examples include accessing regional regeneration and extending Tees Achieve involvement in the provision of training through the Government’s Train2Gain initiative.

7. Conclusion.
The commitment by managers and staff to maintain and develop the IAG service is excellent, typified by the fact Tees Achieve don’t just say they do it, managers and staff make sure they do it and to a good standard.
Compared to other similar services the IAG service at Tees Achieve is being managed and delivered to a high standard by well qualified, experienced managers and members of staff.
A short to mid-term aim should be to further embed the service throughout the relatively newly formed Tees Achieve service and, whilst maintaining current service standards in the face of national, regional and local economic funding constraints, accommodate the anticipated increase in demand from a greater number of unemployed, socially deprived and disadvantaged people.

The use of the matrix Standard as part of the continuous quality improvement (CQI) procedures operated by Tees Achieve is encouraged to enable the matrix Standard to be used as a framework against which the service can be reviewed on an ongoing basis.
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