NTN Feedback Report 2009

Purpose

To collate and analyse feedback to:

Improve products and services offered and delivered by NTN
Inform NTN business strategies 

Inform the SAR and QIP

Improve methods of collecting, analysing and utilising feedback

Identify further business opportunities

Sources
Membership renewal forms, Network meeting Evaluation forms, Employer Engagement feedback, compliments and complaints, E and D, Safeguarding, Apprenticeship, TTG Specialist and ad-hoc workshops, learner, employer and subcontractor visits 

Membership
By the end of December 2009 only 6 Membership Renewal feedback forms were received, one of which was submitted without a name. This was despite numerous requests for feedback on E bulletins and at Network meetings. What can be seen, is, that across all the elements i.e. how effective, responsive, professional, level of services and IAG, that all were rated as either excellent or good. 5 out of 6 providers rated the professionalism and reliability of staff as excellent.
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Employer

The graph below shows the responses of employers utilising the contact centre to find out information on apprenticeships.  By the end of 2009 this service had been taken over by the National Apprenticeship Service. Employers were only asked one question- whether they were satisfied with the IAG on apprenticeships. 14 out of 15 or 93% indicated that they found the IAG provided useful and relevant. 

The Framework for Excellence pilot produced only 4 employer responses. 2 of those were not happy with the time taken to receive certificates.  For the FFE 2009, 33 responses were provided by employers however the comments made will not be released until June 2010.  Employer visits are carried out by the Contracts Manager.  Periodic employer feedback from subcontractors has been incorporated into the subcontractor performance framework.  There is no formal method of collecting feedback from the employers of learners working with learner support.   
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Subcontractor Workshops
Workshops have been held with the Train to Gain Consortia as a whole and also with individual providers on specific elements. What can be seen from the E and D workshop graphs below for SPS and Prostart is that all elements were deemed to be either good or excellent.  What does prove more useful is their individual comments on what was good, what could be better and what additional training might still be required.
Prostart found the course good as a refresher and recap for existing knowledge but found it did not provide any new information.   Their suggestions were to:

establish what level of knowledge the group already had and adapt the course delivery and content accordingly

incorporate/take into account the organisation’s own policies and procedures- this company has a dedicated E and D Officer.

consider utilising videos and visuals more.

SPS also found the course useful. Examination of the various acts and the interactivity and group tasks employed received positive comments. In contrast to Prostart, the candidates stated that the training had made them more aware of how to raise and deal with issues “Opened my eyes to what I have to do with my learners now” Several comments were made regarding the length of the course.  Several candidates would have preferred the course to be longer.   

SPS Equality and Diversity
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Prostart Equality and Diversity
[image: image5.emf]Prostart E and D workshop 30-11-09
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TTG Workshop on Reviews

This workshop was held for all members of the Train to Gain Consortia to tackle the inconsistent approach to carrying out reviews with learners. The following was identified as being most useful

Looking at the review process from the view point of all 3 participants

How to improve the review process

The role plays

Meeting NTN staff members

Meeting assessors practising in different industry sectors

Health and Safety

Equal opportunities

Smart target setting

The self evaluation sheets

Candidates identified that the room layout was poor and also that the smart target setting was the least useful part of the workshop- the latter comment supporting the fact that target setting and reviews are inconsistent across the group. Health and Safety, reviews and assessments, E and D and the difference between reviews and assessments were identified in terms of additional training required.
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Safeguarding Training

[image: image9.emf]Safeguarding Training for Subcontractors 15-12-09 AM
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Apprenticeship Workshops

Learner support carry out workshops for practitioners and apprentices as part of their contract.  The graph below summarises the feedback from the apprentices across 3 workshops held in August and September 2009. The form used to collate the feedback is written with yes or no as the answer scheme rather than the more standard use of 1, 2 3 and 4 across the majority of evaluation forms employed at NTN.  As such the wording limits the type of response the learner can submit.  The newly developed learner feedback form that the Train To Gain Manager has devised could be adapted or used as is for future events if deemed suitable in terms of level of language and phrasing. 
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E and D Workshop for Practitioners

As with all feedback NTN receive- the Practitioner’s workshop rated all elements of the course predominantly as either excellent or good. The course was identified as being useful at providing a refresher to existing knowledge, updating information regarding the relevant acts and raising awareness. As with SPS it was noted that there was a lot to cover in a 3 hour slot however the impact of the training was to provide the practitioners with fresh ideas and better knowledge at tackling the issue of E and D with their students. The use of video or alternative visual aids was also mentioned. 
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E and D workshops for Apprentices
Very positive feedback was received by NTN on this workshop.  Comments around the usefulness of the course include:

finding out more information to deal with discrimination and what is involved with discrimination.

The presentation made it easier to understand and slightly more fun, all because there were somethings I did not know
finding out more information about topics I was a bit unsure on
about our work placements because that is related to us
the presentation made it easier to understand.
The apprentices noted that the information regarding employer rights and responsibilities had already been covered several weeks earlier therefore this part of the workshop was identified as being least useful. 

The impact of the workshop can also be assessed in terms of the apprenticeship answers to how the workshop has prepared them for dealing with Equality and Equality related issues

I know my rights and feel more confident
More aware
 It has given me a better understanding of our rights and what to do
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Network Meetings
Questionnaires were handed out at the September meeting.  Although this was well attended- over 50 representatives from the providers were present, only 11 questionnaires were filled in. From these 11, all elements were rated as excellent or good.  At the November Network meeting, questionnaires were not distributed and a request via email for feedback was sent the following week.  Only two responses were received via this method.  It can be ascertained from this that the best method of retrieving feedback at Network meetings is via hard paper copies on the tables.   
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Response to redundancy
350 exit reviews were received dating from contract start until the end of 2009. 45 learners had found employment in either a voluntary, part time, permanent or full time basis at the time of completing their exit review. 71% of those in employment undertook courses through Pitman training. (32/45 x100) 62 exit reviews were received from Pitman. Over 51% of learners who undertook courses with Pitman found employment of some description. In comparison 101 exit reviews were received from learners who undertook courses with SPS.  Only two had found employment at the time of exit review completion.

The anomaly in employment outcome between the two providers can be attributed to the type of courses run by the providers.  Pitman offers more generic office based qualifications such as sage, accounting and administration whereas SPS provides more specialist courses where competition for jobs in those areas is higher e.g. IOSH, Health and Safety.  
All exit reviews where the “happy with training” element was answered was answered positively. An overwhelming majority of learners confirmed that they believed that their job prospects had improved as a result of the response to redundancy training. One key impact on the learner, other than the learning of new skills was that confidence levels had improved. 118 of the 350 exit reviews indicated that they would like more training or would be interested in attending more courses. The highest percentage specifying what type of additional training they would like,  indicated more courses in Microsoft Office, Word Excel packages etc. 
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Summary

The response rate from members on NTN services and products at membership renewal is poor.
The response rate from members on the content and quality of Network Meetings is low

Feedback from employers is disparate and inconsistent across contracts and business areas

Response to Redundancy response rate is very good 

When feedback is received on NTN products and services, the comments and scoring are very positive.
NTN do not necessarily follow up with organisations once a workshop has been completed to review if additional training is necessary or desired- possible source of revenue
Suggestions for improvement
	Source of Feedback
	Area for improvement
	Suggested corrective action

	Membership
	Poor response rate
	Feedback review cycle incorporating focus group twice a year and periodic surveys

	Employer
	Limited Employer Feedback/access to employers
	Establish ONA/TNA 
Feedback review Cycle

Use of FFE data



	Subcontractor workshops
	Utilisation of more visual methods of delivery
Tailored workshops in line with attending candidate knowledge and organisational policies
	Review workshop structure- tailor content in line with organisation- pick and mix elements

	Apprenticeship workshops
	Wording on Apprentice workshop evaluation form
	Utilise or adapt TTG Learner Feedback form

	Network Meetings
	Response rate
	Use hard copy evaluation forms at the event
Incorporate focus group events during or after the network meeting

	Response to Redundancy contract
	Exit review forms are not standard
Learning Zone exit reviews not included due to lack of learner comment and are very repetitious 


	

	All
	No periodic review and action against feedback received
Use of comments in terms of additional training required to develop alternative revenue sources
	Establish Feedback review cycle- tie in to E and D /MI reviews
Publish feedback summaries on website

Incorporate within business objectives

Incorporate within the SAR

Incorporate ad-hoc/additional training events into planned external capacity building schedule


