
 

 
 

QUALITY POLICY 

Purpose 

The purpose of internal quality assurance process is to establish and maintain the quality of 
assessment for internally assessed and externally accredited learning programmes across all 
accredited programmes, nationally recognised qualifications and apprenticeship standards. 

The policy aims to ensure the consistency of practice by internal quality assurers across all 
programmes delivered by Academia2Link Ltd 

Scope 

This policy incorporates; internal quality assurance processes, procedures and guidelines to support 
learning funded or subsidised by the Education and Skills Funding Agency and the European Social 
Fund.  

Thisdocumentshouldbeusedinconjunctionwiththespecificationsforeach accreditedprogramme, 
qualification or apprenticeship standards beingdelivered. 

Policystatement 

Academia2Link Ltd is committed to a policy of continuous improvement of standards and 
performance. This will be achieved through a structured quality assurance, quality improvement and 
performance monitoring system which regularly reviews the effectiveness of all areas of work.  In so 
doing, Academia2Link Ltd aimsto: 

 Improve the quality of the Learner experience by monitoring, reviewing and continuously 
improving the quality of ourteaching 

 Set, monitor and develop standards and targets for all areas of activity andall teams, 
benchmarked wherepossible 

 Provide a variety of means for Learners, employers and other stakeholders to express their 
views on our services and have them taken intoaccount 

 Develop and maintain a culture which is self-critical, honest and transparent 

 Establish and maintain quality assurance systems and procedures that enable us to evaluate 
our strengths and weaknesses and respond to improvement needseffectively 

 Operate within a coherent quality assurance and improvementcycle 

 Ensure that staff are able to respond effectively to the challenges of self- assessment, 
targets and continuous improvement by investing indeveloping the skills of staff through 
trainingprogrammes 

Academia2Link Ltd will also work with other providers in order to share good practice 

Entitlement 

Learners of Academia2Link Ltd, including those enrolled under partnership arrangements, can 
expect to receive a high quality and appropriate service and to be given the opportunity to have 
their views considered by the serviceproviders. 

Quality standards are specified in many of Academia2Link Ltd.’s policies. These are made accessible 
to Learners through Academia2Link Ltd.’s Learner Handbook and via theinternet. 

Implementation 

Learners are to be informed of relevant quality assurance processes through the Learner Handbook 
and these are to be highlighted during induction sessions at the start of acourse. 



 

 
 

The mechanisms by which quality assurance and improvement are to be implemented are asfollows: 

1. Staff Course File: A Staff Course File is kept by course teams for each individual course or 
groups of courses, as appropriate. This contains details of the quality assurance systems and 
procedures as well as course details, information andrecords. 

2. Course Reviews: These are held four times per year to consider Learners' progress and the 
work of the course team. Learners' views will be sought regularly and they will be given the 
opportunity to have representation atcourse team meetings. Standing agenda items will 
form the basis of on-going course reviews. Action planning, showing responsibilities and 
review dates with recorded outcomes, will ensure regular quality improvement measures 
are taken.  These on-going reviews culminate in an end of year self-assessment exercise 
which feeds directly into Academia2Link Ltd.’s Self- AssessmentReport. 

3. Curriculum and service area performance monitoring: The work and performance of 
curriculum and service areas is reviewed by the Quality Team through Quality meetings 
Where key performance indicators give cause for concern, intervention strategies will be 
implemented. The performance of Service areas is monitored by designated members 
ofQuality Team. 

4. Learner / Employer views: Learners' views will be sought at scheduled times throughout the 
year by means of Learner surveys. Issues arising from Learner feedback are to be 
communicated to curriculum and service managers to determineappropriateaction. 
Atcourseteam level, actions in response to Learner views are to be recorded and monitored 
via the coursejournal. 

5. Quality of Teaching and Learning: Graded lesson observations are undertaken by the 
internal Lesson Observation team (Managers and Quality Learning) with internal verification 
by the Centre Coordinator. External verification arrangements will be made depending on 
need and will take the form of paired observations with observers. Informallearningwalkswill 
also takeplaceon a regularbasis. The lesson observation system identifies areas for 
improvement and good practice which can be shared. Outcomes will inform staff 
performance reviews and action plans to bring aboutimprovements. 

6. Target Setting: Targets are to be set at Company, curriculum area and course level, for 
recruitment, retention and achievement. These will be monitored regularly and used to 
inform curriculum and businessplanning. 

7. Quality Improvement Plan: Academia2Link Ltd’s QIP is updated regularly by managers and 
monitored quarterly by the Quality Team. 

8. Quality Audits: All processes are subject to audit by audit teams led by the Director 

9. Self-Assessment: This is to be undertaken annually with staff involvement at all levels. The 
Self-Assessment Report (SAR) and the Quality Improvement Action Plan (QIP) are to be 
produced at a company level.  

1. Internal QualityAssurance 

Internal quality assurance ensures that learners receive fair and equal access to assessment, which is 
free from discrimination and is made by well-informed and well-supported assessors. It also ensures 
that the standard of assessment remains consistent across time and learners with respect to 
individual assessors, and that there is consistency and standardisation between assessors. This form 
of standardisation is vital in the maintenance of a national standard of assessment. 

Role and responsibilities of the Internal Quality Assurer (IQA) The IQA must: 

 understand the process of assessment and verification within the context of quality 



 

 
 

improvement 

 have a relevant occupational background which can be related to the vocational area 
to be verified 

 for qualifications, have gained the Level 4 Award in the Internal Quality Assurance of 
Assessment Processes and Practice 

 ensure health, safety and environmental protection procedures are applied within 
assessment arrangements 

 apply and monitor equal opportunities and access procedures throughout all 
assessment activities 

 have a clear understanding of the standards to which the learner is being assessed 
and ensure that any queries relating to the interpretation of the standards are 
clarified with the external quality assurer 

 work with others to ensure the standardisation of assessment practice and 
outcomes 

 follow agreed procedures for the recording, storing, reporting and confidentiality of 
information. 

Responsibilities 

The IQA has responsibility for the following: 

 planning and carrying out the sampling of assessedwork 

 observe assessorperformance 

 advising, supporting and providing developmental feedback to 
assessors 

 ensuring assessors interpret, understand and consistently apply the correct 
standards andrequirements 

 identifying issues and trends, for example several learners 
misinterpreting the samething 

 support standardisation activities to ensure the accuracy and 
consistency of assessment decisions betweenassessors 

 meeting external quality improvementrequirements. 

Carrying out and evaluating internal assessment and quality assurance. 

The IQA must ensure that: 

 arrangements for carrying out internal quality assurance meets TRK Global 
Ltd requirements and those of the external awarding organisation 

 administrative and recording arrangements meet external audit 
requirements 

 the eligibility of assessors to undertake assessment is checkedagainst 
awarding organisationrequirements 

 appropriate support for assessors isavailable 

 standardisation of assessments is carriedout 



 

 
 

 aprocedureforcomplaintsandappeals,whichmeetstherequirements of 
awarding bodies, is in place and is followed when necessary, the Appeals 
Procedure is outlined in section 4 below 

 appropriate recommendations to improve internal qualityassurance 
arrangements are made to Academia2Link Ltd 

Supporting assessors 

The IQA must ensure that: 

 assessors have appropriate technical and vocationalexperience 

 assessors are familiar with and can carry out specific assessmentsand follow 
the recording and internal auditprocedures 

 the development needs of assessors are identified in relation to: principles 
of assessment; needs of learners; their technical expertise andcompetence 

 assessorshavetheopportunitytodeveloptheirassessment 
experienceandcompetenceandtheirprogressismonitored 

 assessors have regular opportunities to standardise assessment 
decisions 

 assessors are able to maintain qualitystandards. 

Monitoring the quality of assessors’ performance 

The IQA must ensure that assessors: 

 plan and prepare for assessment opportunitieseffectively 

 have effective processes for making assessmentdecisions 

 apply valid, authentic, current, sufficient and reliable methodsof 
assessing learners’competence 

 set up and maintain effective working relationships with learnersat all stages of 
the assessmentprocess 

 applyrelevanthealth,safetyandenvironmentalprotectionprocedures, 

 meet equality and accesscriteria 

 give timely and effective feedback tolearners 

 maintain accurate and securerecords 

 receive accurate and helpful feedback on their assessmentdecisions from theIQA. 

The IQA will carry out the following activities: 

 samplingassessments 

 observing assessors carrying outassessments 

 standardising assessment tasks and assessmentjudgements. 

Sampling assessments 

The IQA must ensure that the sampling strategy: 

 meets awarding organisationrequirements 



 

 
 

 covers all assessors, learners, units, assessment methodsand locations for 
eachprogramme 

 is an on-goingprocess 

 includes an increased ratio of assessment decisions made by newor 
inexperiencedassessors 

 checks that evidence is valid, sufficient, authentic, current, reliable and consistent 

 guarantees that IQAs do not verify evidence that they haveassessed. 

Formative and summativesampling 

Sampling assessments should involve reviewing the quality of assessors’ judgments at both 
formative and summative stages. 

 Formativesampling: 

 It is important the IQA samples assessment activity at different stages of the 
assessment process. 

 Summativesampling: 

 The IQA should review the quality of the final assessment decision by evaluating 
how the assessor has reached that decision 

Sampling across assessors 

The IQA should sample at least one portfolio as well as comparing evidence for certain units, 
elements or performance criteria across assessors to ensure consistency between assessors over 
time and with different learners. This process also assists in identifying the most appropriate forms 
of evidence that can cover the requirements of the qualification/scheme. 

Observation of assessment practice 

By observing the assessor at work, a greater understanding of the assessment process is gained, 
particularly in the area of decision making; IQA also achieves a greater understanding of how the 
diverse needs of learners are met. 

Standardising assessment judgements 

The IQA must ensure that: 

 consistency and reliability of assessment ismaintained 

 records of standardisation meetings/exercises arekept 

 feedback is provided toassessors 

 problems encountered with individual learners are discussedand appropriate 
actiontaken. 

Meetings and communications 

It is important that the outcomes of the above process, as well as feedback from the moderator and 
the external quality assurer and awarding organisation issues etc., are disseminated and discussed at 
regular meetings with the assessment team, in order to develop a common understanding of the 
assessment process. 

Frequency and volume of internal quality assurance activity 

IQAsshouldensurethatawardingorganisationrequirementsaremet.Thefrequency and volume of 
internal quality assurance activity is dependent upon the duration and 



 

 
 

intensityofthecourse,aswellasthenumberoflearnersbeingassessed.Asaguide, the sample of 
assessment decisions which are internally verified is usually between 20 and 40%. The IQA should 
sample at least one complete portfolio as well as comparing evidence units, elements, or 
performance criteria across assessors to 
ensureconsistencybetweenassessorsovertimeandwithdifferentlearners. 

New qualifications, standards, and newly appointed assessors/IQA’s When undertaking a new 
qualification, standard, or where assessors are newly 
appointed,IQAsshouldqualityassure100%ofassessmentdecisions,inorderto have confidence that 
judgements are consistent,and assessments are appropriate. 
WhereanIQAisnewlyqualified,theywillbementoredbyanexperiencedIQAand 100% of their work will be 
countersigned for an agreedperiod. 

Meeting external quality improvement requirements 

The IQA must: 

 identify how internal assessments will be checked externally andthe 
information needed for thispurpose 

 plan, collect and analyse information on internal assessmentdecisions 

 agree the timing and nature of external verificationarrangements 

 give supporting background information to external quality assurers about the 
assessmentprocess 

 explain any issues raised by external quality assurers and givethem 
supporting information asnecessary 

 raise concerns and disagreements about external audit decisions ina clear 
and constructiveway 

 refer any questions or concerns, which could not be dealt with internally,to the 
awardingorganisation 

 give assessors feedback on external verificationdecisions 

 ensure external verification decisions are included in internal reviewsof 
procedures. 

Recording quality assurance activity 

Recording mechanisms/documentation should provide evidence that internal quality assurance has 
been carried out regularly and systematically and should show thatit has occurred across learners, 
units andassessors. 

Evaluation of procedures 

It is good practice to evaluate the reporting procedures regularly to ensure that the recording 
mechanisms are fit for their purpose and that the information recordedis appropriate anduseful. 

Currency and security 

Records of all assessment and verification activity must be kept both current and secure and be 
made available only to appropriate personnel and for external verification purposes. 

End Point Assessment for Apprenticeship Standards (EPA) 

When an apprentice reaches the end of their training, it is the employer (supported by the training 
providers assessors and IQAs) who will make the decision onwhether or not the apprentice is ready 
to take their EPA, this decision process or stage is known as the “gateway”. In order to be eligible to 



 

 
 

pass through the gateway an apprentice must have achieved the relevant criterion that has been 
made explicit within the related apprenticeship standard. This ensures apprentices are put forward 
only when they are ready for theassessment. 

External Quality Assurance Visits 

Liaison with external quality assurer 

The IQA should liaise with the qualification lead at TRK Global Ltd who will maintain contact with the 
External Quality Assurer (EQA) appointed by the awarding organisation to arrange an appropriate 
number of visits to the Centre. 

Awarding organisation requirements 

All necessary information, portfolios of evidence, learner records, and internal quality assurance 
records must be made available to the EQA and awarding organisation requirements must be met 
before, during and after the visit. 

Issues and concerns 

Anyissuesorconcernsthathavebeenraisedbylearners,assessorsorotherCentre 
staffthathavenotbeensatisfactorilyresolved,shouldberaisedwiththeEQApriorto 
themeeting,inorderthatthesecanbeaccommodatedintothevisitplan. 

AppealsProcedure 

If a learner is dissatisfied with an assessment decision made by an assessor, s/he has the right of 
appeal. The main reasons for an appeal are likely to be: 

 the learner does not understand why the assessment decision hasbeen made because of 
lack of, or unclear, feedback from theassessor 

 the learner believes the assessor has missed, misjudged ormisinterpreted some of the 
evidence put forward forassessment. 

Where the learner does not agree with the assessment decision, the learnershould advise the 
Centre indicating the points of disagreement with reasons and reference to the evidence in 
theportfolio. 

There are 3 stages in the appeals procedure and each stage must be completed before proceeding 
to the next one. All learners who register an appeal will receive a formal reply (see appendix 3 for 
template). 

Stage 1 

The learner appeals directly to the assessor who has carried out the assessment by completing the 
Learner Appeal Report. The assessor will advise the learner of the decision in writing within 10 
working days. 

Stage 2 

If the learner is not satisfied with the decision made in Stage 1, s/he can proceed to Stage 2 by 
appealing to the Internal Quality Assurer. All learner appeals will be acknowledged and investigated 
to establish facts and evidence supporting the appeal. If an appeal is considered to be justified, 
remedial action will be taken. The internal quality assurer will discuss the appeal with the 
Moderator/Lead IQA who will respond within 10 working days of receiving the learner’s appeal. 

Stage 3 

Learners who have exhausted Stage 1 and Stage 2 and are still not satisfied with the decision may 
proceed to Stage 3. This appeal must be in writing to the Awarding Organisation and must be 



 

accompanied by copies of all the documentation used in Stage 1 and Stage 2. The Awarding 
Organisation decision will be final. 

Monitoring and Review of the Policy 

The Policy will be reviewed annually and updated in line with legal or statutory requirements or to 
remedy any deficiencies or weaknesses. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Summary of Candidate’s Access to Complaints/Appeals 
  
 
 

Candidate Name: ………………………………………....................................... 
 
Enrolment Number: ……………………………………....................................... 



 

 
 

 
 
 
Assessment Centre Name, Address and telephone number is:   
 

1. My Assessment Centre Number is:  
 

2. My Assessor is: .................................................. Telephone: ............................... 
 

Email: ........................................ 
 

3. My Internal Verifier is:........................................  Telephone: ................................ 
 

Email:......................................... 
 

4. The Lead IV is:  
 

5. The Centre Manager is:  
 

6. The Assessment Centre’s External Verifier is:    
 

7. My Awarding Body is can be contacted by: 
Telephone:      
Email: 
 

If I am unhappy about my assessment process these are the people to whom I can complain. 
 
Please sign this form with your assessor as evidence that the appeals process has been explained to 
you and to indicate that you have received and understood how to use the Complaints/Appeals 
Procedure. 
 
Candidates Signature ……………………………………  Date: ……………………..  
 
Print Name …………………………………………………. 
 
Assessor’s Signature …………………………………..…..   Date: ............................... 
 
Print Name ……………………………………………… 
 
 
 
 
 
 
 
 
 
Complaints/Appeals Procedure Report Form 
 
Complaint Handler 
(Your Name) 

 Date  
of Form 

 Ref  
No 

 



 

 
 

 
Who is making the complaint? 
Please tick 
Client  Learner  Staff 

Member 
 Supplier   Other  

 
Contact details 
Please complete for complaints from external sources. 
Client Co Name  

Contact Name  

Contact Position  

Telephone No  Email  

 
Nature of complaint 
(Please provide as much detail as possible, what, when, where, how, who etc.  Please ask the person 
making the complaint to if possible put the details in writing and attach to the form). 
 
 
 
 
 
Desired outcome 
(What is the desired outcome for the person making the complaint?) 
 
 
 
 
 
 
 
Investigation details 
(investigation into complaint) 
 
 
 
 
 
 
 
 
Actioned by:  Date:  

 
Resolution 
(Details of resolution including date) 



 

 
 

 
 
 
 
 
 
 
 

Actioned by:  Date:  

 
Preventative measures for future 
(what changes if any need to take place to stop this happening again) 
 
 
 
 
 
 
Actioned by:  Date:  

 
Director Sign Off & Comments 
 
  
Signature:  Date:  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
COMPLIMENTS FORM 



 

 
 

 
 
 
 
 
 
If you would like to pay Academia2Link or a member of staff a Compliment, we would love to hear 
from you. 
You can complete this Form and give to any member of the Administration Team or post it in the 
Suggestion Box, where it will be gratefully received. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
Signature:.............................................................. Date: ........................................... 

 

 

 

 
Name: ....................................................................................................................................... 
 
Course: ..................................................................................................................................... 


