Commonly used improvement standards mapped to the

Common Inspection Framework for Further Education and Skills 2009


	

	Commonly used Improvement Standards mapped to the Common Inspection Framework for Education and Skills 2009

(A tool to cross-reference evidence thereby maximising its use) 

	Standards which are mapped to the CIF:

Charter Mark 
Customer First
European Foundation for Quality Management (EFQM)

Customer Service Excellence
Governance Good Practice
Investors in People
Matrix
Training Quality Standard

The overall effectiveness grade of the CIF is based on the evidence for the other sections. The mapping is therefore against:

· The provider’s capacity to make and sustain improvements

· Outcomes for learners

· The quality of provision

· Leadership and management



	


	The relevant section of each of the standards is in brackets in the mapping.


	CIF 2009
	Capacity to Improve
	Examples of evidence 
	Outcomes for Learners
	Examples of evidence 

	Charter Mark
Government standard for customer service for organisations delivering public services. 

Standards 1-6
	4 Continuously develop and improve
	4 How continuous development is built into the organisation.

How services and facilities have developed and improved.

Examples of acting on complaints, complements and suggestions to improve service.
	6. Contribute to improving opportunities and quality of life in the communities served (B3)


	6 Identified and approved commitment to contribute to the community.

Review of the social, economic and physical impact of the organisation and identification of under-used or useful resources for the community.

	
	Quality of Provision
	Examples of evidence 
	Leadership & Management
	Examples of evidence 

	
	3 To be fair and accessible to everyone and promote choice (B1)

	3. Services easily available to everyone offering choice

Treats everyone fairly in access to services and service delivery and pays particular attention to people with special needs


	1 Set precise, measurable and challenging standards. Perform well (C1)

2 Actively engage with customers, partners and staff (C1)

5 Resources used effectively and imaginatively (C1)
	1 Clear service and performance standards developed by consulting customers.

Monitoring and reviewing performance and publication of results.

2 Actively work with customers, partners and staff to deliver high quality services.

Communicate clearly and effectively and in a number of different ways.

Provide full information about services, their cost and how well they perform.

5 Budgets and financial targets analysed and explained.

Efficiency measured and monitored against performance standards.

Benchmarking of financial indicators or cost effectiveness measures against similar organisations where relevant.


	CIF 2009
	Capacity to Improve
	Examples of evidence 
	Outcomes for Learners
	Examples of evidence 

	Customer

First

32 statements to be met
	Customer relations

Market awareness

People Section


	14. Evaluation and review of the long term impact services have on customers. 

23. Support continuous improvement and is able to demonstrate that the organisation learns from its experiences and make improvements as a result.

31. Evaluate employee training and development to ensure it has a positive impact on customer delivery
	
	

	
	Quality of Provision
	Examples of evidence 
	Leadership & Management
	Examples of evidence 

	
	Customer relationships (B3)

Market awareness (B3)

People (B4)


	9. All employees follow clear guidelines to ensure we select the most appropriate organisation to either contract with or refer to in the best interests of our customers

17. We develop our services by working in partnership with other relevant service providers

32. Employees deliver an impartial and objective service, acting in the best interests of the customer at all times.


	Customer relationships (C1)

Market awareness (C1)

People(C4)
	6. Set aims and objectives that specify what customers can expect from the service provided. 

15. Our employees and all those working on behalf of the organisation understand the purpose and aims of the organisation.

25. Effective and appropriate recruitment methods in line with Equality of Opportunity principles are used.

Use of customer feedback to evaluate performance.

All employees have appropriate and recent training and development to perform their job effectively.


	CIF 2009
	Capacity to Improve
	Examples of evidence 
	Outcomes for Learners
	Examples of evidence 

	Customer Service Excellence
The new Government Standard for public services - a tool for driving customer focused change within your organisation.

Standards 1-5


	1. Customer Insight

1.2.2 Consultation of customers integral to continually improving service. 

2. Culture of the Organisation

2.1.2 Customer insight informs policy/strategy and prioritises improvement strategy.

4. Delivery

4.2.3 Benchmark performance against similar or complementary organisations and have used that information to improve service
	1.2.2 Details of how service improved as a result of the understanding gained on customer needs.

2.1.2 Examples of how customer insight drives policies and how this influences design of services.

4.3.2 Evidence of peer reviews, discussion groups, taking part in forums or other methods of comparing performance with other organisations.
	1. Customer Insight

1.1.3 Effort to identify hard-to-reach and disadvantaged groups and individuals and developed services in response to their particular need (A1)
	1.1.3 Examples of how you identified needs that you were not meeting and the changes you made to avoid excluding or under-representing certain groups

	
	Quality of Provision
	Examples of evidence 
	Leadership & Management
	Examples of evidence 

	
	1. Customer Insight

1.3.5 Positive changes as a result of analysing customer experience, including improved customer journeys (B2)

5.2.1 Promise timely and quality customer service (B1)
	1.3.5 Specific information on how you map customers’ journeys and the steps you take to improve these 

Published information and all methods for advertising standards for timeliness and quality of customer service.
	1. Customer Insight

1.3.4 Set challenging and stretching targets for customer satisfaction and levels improving (C1)

3. Information and Access 

3.3.1 We make our services easily accessible through provision of a range of alternative channels (C1)
	1.3.4Satisfaction levels of all customer groups for all the main areas of your service and the targets you want to achieve.

3.3.1Outcomes of reviews and improvements you planned and made as a result


	CIF 2009
	Capacity to Improve
	Examples of evidence 
	Outcomes for Learners
	Examples of evidence 

	EFQM
The European Quality Award and a portfolio of related organisation improvement services. 

Criteria 1-9


	1. Leadership

1b Leaders are involved in ensuring the organisation’s management system is developed, implemented and continuously improved.

1e Leaders identify and champion organisational change.

9. Key performance results

9b Key performance indicators are the operational ones used to monitor and understand processes and predict and improve the organisations likely key performance outcomes.


	1b ensuring the process for the effective governance of the organisation is developed and implemented.

1e Supporting and enabling people to manage change

9b financial and non financial


	5. Processes

5b Processes are improved, using innovation in order to fully satisfy and generate increasing value for customers and other stakeholders (1a) 

6. Customer results

6a Perception measures of the customers’ perceptions of the organisation obtained from customer surveys, focus groups, compliments and complaints etc (A2,3,4,5)


	6b use performance and perception results and information from learning activities to set priorities and targets for improvement and improved methods of operation

6a i.e. accessibility, fairness, courtesy and understanding, advice and support

	
	Quality of Provision
	Examples of evidence 
	Leadership & Management
	Examples of evidence 

	
	3.People

3b People’s knowledge and competences are identified, developed and sustained (B1)

4. Partnerships/Resources

4a External Partnerships are managed (3B)

8. Society Results

8a Measures of the societies perception of the organisation


	3b Developing and using training and development plans to help ensure people match the present and future capability needs of the organisation.

4a Ensuring cultural compatibility and the sharing of knowledge with partners
8a i.e. involvement in the communities where it operates


	2. Policy and Strategy

2b Policy and Strategy  based on information from performance measurement, research, learning and external activities (C2)

4. Partnerships/Resources

4e Information and knowledge are managed (C1)

7. People Results

7b Internal measures to monitor and understand, predict and improve the performance of people and to predict their perceptions (C6)
	2b Analysing output from internal performance indicators.

4e Assuring and improving information validity, integrity and security.

7b i.e. achievements, motivation and involvement, satisfaction


	CIF 2009
	Capacity to Improve
	Examples of evidence 
	Outcomes for Learners
	Examples of evidence 

	Governance Good Practice
Draws on current good practice and gives practical tools for self assessment.

Mapping against framework for good governance standard for public services 

(6 core principles)
	1 Focus on the organisation’s purpose and outcomes for users, stakeholders and the public.

5 The Governing Body have the capacity and capability to be effective.


	1.1 Organisations purpose and intended outcomes are clear.

1.2 Users receive a high quality service.

1.3 Receive value for money.

5 Have the skills, knowledge and experience to perform well.

5.2 Capability is developed and performance evaluated as individuals and as a group.

5.3 Membership is balanced between continuity and renewal.
	
	

	
	Quality of Provision
	Examples of evidence 
	Leadership & Management
	Examples of evidence 

	
	6 Governors engage the public and make accountability real. (B2 and 3)
	6.1 Governors understand formal and informal accountability relationships.

6.2 Take an active and planned approach to dialogue with and accountability to the public.

6.3 Take an active and planned approach to responsibility for and accountability to staff.

Engage effectively with institutional stakeholders.
	2 Perform effectively in clearly defined functions and roles.

(C2)

3 Promote values for the whole organisation demonstrating the values of good governance through behaviour. (C2)

4. Make informed transparent decisions and manage risk. (C2)

	Clear about:

2. Functions of governs.

2.2 Roles and responsibilities of governors. Responsibilities are carried out.

2.3 Relationship between the governors and the ‘public’.

3.1 Organisational values are in practice.

3.2 Behaviour upholds and exemplifies effective governance.

4.1 Process for decision making is rigorous and transparent.

4.2 Have and use good quality information, advice and support.

4.3 Effective risk management.


	CIF 2009
	Capacity to Improve
	Examples of evidence 
	Outcomes for Learners
	Examples of evidence 

	Investors in People
Indicators 1-10


	1 A strategy for improving the performance of the organisation is clearly defined and understood.

9.Investment in people improves the performance of the organisation

10 Improvements are continually made to the way people are managed and developed.
	1 There is a clear purpose and vision supported by a strategy for improving performance.

9 Top managers can explain and quantify where and how learning and development has improved the performance of the organisation.

10 How the evaluation of IIP has resulted in improvements in strategy for managing and developing people
	
	.

	
	Quality of Provision
	Examples of evidence 
	Leadership & Management
	Examples of evidence 

	
	7 People are encouraged to take ownership/ responsibility.

(B1)

8 People learn and develop effectively.(B1)
	7 People can describe how they are encouraged to take ownership and responsibility.

8 How induction helps

people new to the organisation or in a new role perform effectively.
	2 Learning/ development is planned to achieve the organisations objectives.(C1) 

3 Strategies for managing people are designed to promote equality of opportunity. (C4) 

4 The capabilities managers need to lead, manage and develop people effectively are defined and understood.(C2)

5 Managers are effective in leading managing and developing people.(C1)

6 People’s contribution is recognised and valued.(C1)
	2 Plans and resources are in place to meet learning and development needs.

3 Evidence of appropriate and fair access to support and equal opportunity for people to learn and develop. 

4 People can describe what their manager is doing to manage and develop them effectively.

5 People can give examples of regular constructive feedback. 

6 People can describe how their contribution is recognised and valued.


	CIF 2209
	Capacity to Improve
	Examples of evidence 
	Outcomes for Learners
	Examples of evidence 

	Matrix
A national quality standard for information, advice and/or guidance

Standards 1-8
	8 Continuous quality improvement is ensured through monitoring, evaluation and action.
	a. Effectiveness is monitored and evaluated against aims and objectives.

d. Service is continuously developed and improved.
	
	

	
	Quality of Provision
	Examples of evidence 
	Leadership & Management
	Examples of evidence 

	
	2 People’s use of the service is defined and understood. (B4)
3 People are provided with access to information and support in using it. (B4)

4 People are supported in exploring options and making choices. (B4)

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

(B4)
	People are:

a. offered a full description of what they can expect 

b. made aware of confidentiality and diversity policies

c. given the opportunity to explore the suitability of the service in meeting their needs

b. Information is accurate, current and inclusive.

c. Information is managed and evaluated to ensure it remains relevant.

d. People are supported in accessing, understanding and using information.

a. People have access to impartial and objective advice.

c. People understand and agree how the support process will be conducted.

d. People have opportunities to consider and explore options.

a. Staff induction into the service and their role within it.

b. Competence of staff is maintained and developed.
	1 People are made aware of the Advice and Guidance Service and how to engage with it. 

(C1 and 4)

5 Service delivery is planned and maintained. (C1)

.

7 Feedback on the quality of the service is obtained. (C5)
	a. Purpose, expected users and range of services are defined.

c. Information about the service is accessible.

d. Promotional activities take account of equality of opportunity.

a. Measurable aims and objectives. 

b. Clear leadership and direction.

d. Resources are appropriately and effectively used.

e. Identifies and responds to relevant legislation, codes of practice and ethics.

f. Defined policies and practices

g. Appropriate partnerships and networks.

c. Proactively seek the views of service users, staff and other agencies to regularly evaluate the quality of service.

d. Formal and informal comments on the service are evaluated and acted upon.


	CIF 2009
	Capacity to Improve
	Examples of evidence 
	Outcomes for Learners
	Examples of evidence 

	TQS - Training Quality Standard
Quality standards which seek to make providers of trading solutions more responsive to employers and focused on meeting employers' business needs.

Standards 

A0-A6

Responding to the needs of employers

B0-B3 Developing and deploying products to address particular sector needs
	A.5 Measure and achieve satisfaction and impact for the employers they work with.

A.6 Review performance in serving employers and provide sector expertise to identify and pursue opportunities for improvement, innovation and learning.

B.3 Sectoral expertise cause improving results or sustained good performance in areas defined in their strategic objectives.
	A.5.1 Employers’ satisfaction with services shows an improving trend or a sustained high level of performance.

A.6.2 The range and content of training solutions offered continues to evolve and improve.

B.3 Indicators of performance against strategic objectives and impact on the sector show an improving trend or sustained high level of performance.
	
	

	
	Quality of Provision
	Examples of evidence 
	Leadership & Management
	Examples of evidence 

	
	A0 Strategy for working with employers based on the market.(B2)

A.1 Management of people and resources.(B2)

A.2 Manage employer’s enquiries to understand their needs and identify solutions. (B2)

A.4 Relate to employers by following up after delivery and building lasting relationships (B2)
B.1 Providers having sectoral expertise engage in dialogue with employers/stakeholders & lead in sharing good practice.
(B2)
	A.0.2 Strategy includes analysis of the market, key customer groups and sectors.

A.1.2 Resources are reviewed for availability and quality.

A.2.4 Delivery based on specific and realistic outcome targets reflecting business needs.
A.4.2 The relationship with an employer is managed and developed. 

B.1 Input is sought to sharing of good practice and understand the sectors common business needs
	A.3 Deliver training solutions through clear communication and adaptive management of progress and emerging issues. (C1)

B.0 Providers having sectoral expertise have a strategy for working with the sector based on the market including clearly defined objectives. (C1)

B.2 Providers having deploy products and services to meet employer needs, supported by the content, people and resources able to meet industry expectations.(C1)
	A.3.4 Employer feedback is sought and acted upon promptly.

B.0.2. Analysis of market and key customer groups.

B.2.3 The people arranging and delivering products and services have the knowledge and skills to meet sector expectations.
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