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Our purpose is to enable outstanding performance through people and process.  Our mission is 
to be an innovative improver and partner of choice to our customers. 

Quality and Continuous Improvement are at the heart of our business.  We promote, teach and 
practice the principles, methods and tools, constantly striving to learn, share and align as we 
thrive together with our customers. 

We aim to fully understand the needs of our customers and other interested parties, both 
internal and external. Then design and deliver processes and programmes to satisfy these 
needs, rigorously reviewing performance and driving continuous improvement though our well-
defined management structure, to ensure delivery to the highest standards.  We are driven by 
three key questions: 

• What are we trying to accomplish? 

• How will we know that a change is an improvement? 

• What changes can we make that will result in an improvement? 

And the Seven Principles of Quality Management:  

• Customer focus 

• Leadership 

• Engagement of people 

• Process approach 

• Improvement 

• Evidence-based decision making 

• Relationship management 

• Building and maintaining strong and open relationships. 

• Building and maintaining a Quality Management System to capture and standardise best 
practice and fully meet the requirements of ISO9001:2015.  Maintain external certification. 

• For apprenticeship programmes, using: 



 

o Published reports and data to drive continuous improvement. 

o The Ofsted Education Inspection Framework to assess current state and develop 
improvement plans, informed by deep dives. 

• Developing and implementing business plans with prioritised objectives and targets, 
addressing risks and opportunities. 

• Publishing content including thought leadership, and jointly prepare customer proposals 
and contracts. 

• Completing Professional Discussions with apprentices and their employers to understand 
aspirations, confirm suitability and agree training plans. Then regularly review progress and 
implement any actions required to address gaps, including engagement with specialists as 
required. 

• Completing programme set-up activities. 

• Conducting client management activities, underpinned by data and feedback. 

• Conducting supplier and sub-contractor management activities, underpinned by data and 
feedback. 

• Completing ABCD (Activities, Benefits, Concerns, Do next) reviews to extract learning at key 
points. 

• Conducting management reviews and scrutiny including regular huddles and quarterly 
Advisory Board activities, addressing gaps swiftly and openly. 

• Maintaining relationships with external bodies including: 

• CQI – Chartered Quality Institute (registration no: 5037280)  

• ASQ – American Society for Quality 

• BQF – British Quality Foundation 

• EFQM – European Foundation for Quality Management 

• ANQ – Asian Network for Quality 

• Commissioning third party audits and benchmarking and entering competitions and awards 
to gain external feedback. 

• Issuing staff contract, handbook and role profile, and conducting observations and 6-month 
reviews, agreeing actions as required. 

• Operating our Incident Management process as required. 
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 Stages of Learner Journey Recruitment 

including marketing 

information and 

IAG

Induction including 

post-IAG activities 

and enrolment

On-programme 

Learning

On-programme 

reviews

On-programme 

support including 

SEND

EPA Prep Gateway EPA Exit including 

careers 

advice/guidance 

and progresion

Mechanisms to assess impact Frequency of 

Management 

Review

Huddles including Generate Demand, 

Delivery Team, Programme 

Management, Apprenticeship 

Management - include review of KPIs 

and actions

Weekly
✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Huddles including Safeguarding & 

SEND, QMS - include review of KPIs 

and actions

Monthly
✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Business Plan - review of agreed 

priorities

Monthly
✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Surveys 3-4 times per 

programme plus 

option for ongoing 

feedback

✓ ✓ ✓ ✓ ✓ ✓
Incl in EPAO 

survey

✓
Incl in EPAO 

survey

✓
Incl in EPAO 

survey

✓

Programme Reviews with employers 

including escalations, OTJ and 

attendance

Quarterly
✓ ✓ ✓ ✓ ✓

Advisory Board - independent check of 

data

Quarterly
✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Self-assessment - Safeguarding 

(including review against questions 

from Ofsted Nominee training)

Annually
✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Observations (IQA and EQA) Peer 

Reviews and Contract Reviews - 

Associates and sub-contractors 

(supported by Contract Review 

process)

Annually
✓ ✓

Emrolment call

Pre-launch 

Professional 

Discussion

✓ ✓ ✓

Deep Dives - planned to address 

specific questions

Annually
✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Third party scrutiny through audits 

and award schemes  (incl ISO9001 and 

Ofsted pre-inspection) supported by 

internal audits

Annually
✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓

Benchmarking (including desk-top 

studies/research)

Ad hoc
✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓


