MERCIA MANAGEMENT LIMITED

INFORMATION, ADVICE AND GUIDANCE

SERVICE STANDARDS AND DELIVERY STRATEGY
Our aim is to offer an impartial, up to date and confidential  Information, Advice and Guidance service  to Clients and Key Partners, focusing on learning opportunities, skills development and career progression.
Clients will receive:

· A date for an Initial Assessment  appointment within 14 days of returning their application form.

· A comprehensive Initial Assessment session which will include advice on interview techniques, diagnostic testing, one to one discussion regarding career opportunities. 

· Signposting and referral  to other agencies where appropriate.
· Once on programme, a monthly visit by a qualified assessor, in the workplace.

· A twelve weekly review of progress with your assessor and supervisor.

· Support sessions for Key Skills end tests.

· Additional Support for learners with a disability.

· An evaluation form to complete half way through your training programme .
· College reports (where applicable).
· Contact with your assessor through email and personal mobile telephone.

· On completion of your qualification, advice on further training opportunities.

Key Partners will:
· Receive within 48 hours any information that they request regarding Apprenticeship Programmes.
· Receive  help with recruiting the correct learner for the position

· Be given copies of all relevant Mercia strategies and policies, or access these from Mercia’s website
· Have access to the learner’s assessor through email and mobile phone, and at monthly assessment appointments

· Receive copies of college reports (where applicable)

· Receive a  personal call to the supervisor within 3 months to discuss how the learner is settling in, and to discuss any issues. They will be asked their opinion of Mercia’s IAG processes.
· Be involved at all stages of the learner journey.

· Be involved with the twelve weekly review process

· Be expected to complete an evaluation at the end of the learner programme

· Be able to access all feedback analysis on Mercia Website
Listed below are the principles of IAG, as set by the National IAG Board.
Accessible and Visible

IAG services should be recognised and trusted by clients, have convenient entry points from which clients may be signposted or referred to the services they need, and be open at times and in places which suit clients' needs.

Mercia Management Ltd will ensure that information is highly visible on notice boards, in rest areas and distributed at meetings and visits to clients.  We will ensure that opening hours are as flexible as possible.  

Professional and Knowledgeable

IAG frontline staff should have the skills and knowledge to identify quickly and effectively the client's needs. They should have the skills and knowledge either to address the client's needs or to signpost or to refer them to suitable alternative provision.

A programme of extensive training for staff to access IAG training is underway.  There is a commitment to upskilling staff and all are trained in IAG from basic understanding to advanced qualifications.  

Effective Connections
Links between IAG services should be clear from the client's perspective. Where necessary, clients should be supported in their transition between services.

Staff will ensure that all staff have the same understanding about how the service will work.  Staff will also be aware of external IAG and related agencies.

Availability, Quality and Delivery
IAG Services should be targeted at the needs of clients, and be informed by social and economic priorities at local, regional and national levels.

Mercia Management Ltd will ensure that clients needs are central to the services on offer.  We will ensure that we understand the current employment situation and national labour market trends.  Staff will be aware of how quality is measured.  Extensive feedback and evaluation will ensure that this happens to ensure all clients receive the best service possible.  

Diversity

The range of IAG services should reflect the diversity of clients' needs.

Staff will ensure that all clients’ views are sought and where support to learn is needed, it is provided by Mercia Management Ltd.  Where external support is needed, providers will be chosen on the basis of their flexibility to meet the needs of all learners.  

Impartial

IAG services should support clients to make informed decisions about learning and work based on the client's needs and circumstances.

All IAG delivered by staff is impartial and ensures the client is fully informed of the fairness of the service.  There are preferred providers but staff will give information on other providers as appropriate and will keep information on these.

Responsive

IAG services should reflect clients' present and future needs.

Staff will be responsive to the needs of the client and attempt to meet the learning needs of the client.  Staff will have access to information on progression routes and further study.
Friendly and Welcoming

IAG services should encourage clients to engage successfully with the service.

Staff are well known in their role of supporting and learning and will always provide a friendly face and a listening ear.  This is part of the success of this way of operating.  

Enabling

IAG services should encourage and support clients to become lifelong learners by enabling them to access and use information to plan their careers, supporting clients to explore the implications for both learning and work in their future career plans.

Staff will encourage clients to try something new in learning.  This is non threatening and enables the client to move out of their comfort zone.  Staff will also have information about further study.

Awareness
Adults should be aware of the IAG services that are relevant to them, and have informed expectations of those services.

Employers are aware of Mercia Management Ltd staff and their role within the workplace.  Staff are able to promote Mercia Management Ltd through a wide range of activities including career events, open days, notice boards, visits by Mercia Management staff to employer premises and events.  

This Delivery Strategy is reviewed annually.  Regular monitoring and Mercia Management meetings will ensure that staff are informed of the IAG activity and developments.  All delivery staff have a part to play within evaluation of the service.

Feedback is gathered from clients, employers, external providers and Mercia Management Ltd staff.  This is reviewed during Mercia Management meetings and information is shared between all staff.

