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1 .    Objectives
1.1 Scope

To ensure that all learners, employers, staff and any other customers are given the most relevant and accurate information, advice and guidance as soon as possible.  Our customers are anyone that we come in contact with either within or outside our organisation.  Where ever possible and practicable services should be delivered within the time scales set out in this policy document.
1.2 Staff (Advice & Guidance)

The knowledge and skills of all staff who are in contact with customers are essential to the successful delivery of IAG.  The overall strategy for the delivery of IAG, therefore, includes a comprehensive plan for Continued Professional Development (CPD), for all staff. 
1.3 Resources (Information)

Our approach to the management of resources includes:

a. the evaluation, and improvement, of the range and quality of current resources that are available to support learners and  future customers
b. the evaluation, and improvement, of the range and quality of current resources that are available to support employers 
c. the evaluation, and improvement, of the range and quality of current resources that are available to support staff 
1.4 Quality Assurance of IAG
To ensure that we meet the accepted national standards for the delivery of IAG we use the Matrix Standard. To achieve, maintain and improve the quality of our IAG we will:

a. Gain and maintain accreditation for the Matrix Standard 

b. Carry out a rigorous self-assessment and quality improvement process using the ‘Working towards Excellence - 10 Steps to Improvement’ for each 12 month cycle in the Quality Improvement Record following the procedure in Step 1.

c. Maintain Continuous Improvement using the 10 Steps ‘Continuous Improvement Record following the procedure in Step 1.

2 Targets to meet our objectives
a. 
To ensure that all customers receive comprehensive, and up to date, information, advice 
and guidance as soon as possible. 
b. 
To ensure that the CPD for all staff leads to a comprehensive, and current, 
understanding of all relevant policies, products and services.

c.
To ensure that the contents of the website are continuously updated so as to provide a 
comprehensive, effective and relevant source of information.
d.
To evaluate the current resources and information supplied to learners, employers and 
other customers and to ensure that Improvements identified are implemented as soon as 
possible.
e.
To increase the awareness of our potential contribution within the community by better 
promotion and awareness of:

I. Our mission

II. Our values
III. the quality and range of our services
f.
To improve employer engagement. 
g.
To improve communication with other providers, and the information we hold about their 
services, to ensure learners we recommend to them are well informed and encouraged 
to take the next step.  

3     Time Scales
 a.
To turn around application forms within 48 hours of receiving them and learner interview 
dates offered within 14 days.

b.
Requests for information to be responded to within 48 hours.
c.
Marketing Strategy and Policy to be reviewed annually in line with IAG strategy as part of 
development for the Matrix standard.
d. All contact staff to attend appropriate CPD training and maintain this.

e. Information that is requested by employers about training is sent out with a 48-hour time scale. 

4    Strategy Review & Update 

This strategy is to be reviewed and evaluated for effectiveness during the annual self-      assessment for Matrix and during additional reviews of policy and procedure as required.

This review date: 
August 2011
Next review date: 
September 2012
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