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Executive Summary

TheEmployer responsivenesggiestionnairemeasure our customers satisfaction with Northern Training
over a number of different aw@es, as a provider of training services, and gives us valuable feedback as a
tool for continuallyassessing the quality of our services.

TheQuestionnairehis year was sent out to 75 customers and 34 were returned giving a return rate of
45%. The last suey was done in 2006 which achieved a return ratio of 36%.

What we do well.

Overall theevidenceshows that we appear to be meeting our objectives of providing a flexible, high
guality trainingservice thaimeets the needs of our customerfn the meastement of overall quality of
Northern Training service84% of responses agreed, stronglyagreed thatwe had benefited their
business. 84% of responses agreed or strongly agreed that the overall quality of our training has been
excellent.

The Matrix avard given in recognition dahe Information, Advice and Guidance we give, has also been
demonstratedin the survey, where 78% of respondents agreed or strongly agreed that the IAG given by
us has had positive outcomes for my organisation and my staff.
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also been demonstrated in the survey with 87% of responses agreeing or strongly agreeing that we are

responsive to their business needs, and 88% agreeisgamgly agreeing that we are flexible in our
provision of training services.

There is strongvidencein the survey therefore that we ar@chievingo a high level the objectives of
providing a high quality training service, which is responsive and lexib

Perhaps the most important question in determining the quality of envicesvas provided by the
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100%.
Some positive comments made by respondents were:

1 They are extremely helpful and have a wealth of experience regarding working environments

1 Down to earth, approachable. Extremelificient. Excellent company would highlgcommend

91 Iflwas to provide training fobomiciliaryCare, | would follow Northa Training's methods. A
Great service, keep up the good work.



Where we need to improve

In most categories of questions we scored very well, and there was no obvious area where we fell down
badly with a large number of negative responses to one areatasfqjuestions.

Having said this there were areas where the spread of answers were less weighted towards the high
positives. Giving Feedback appears to be an area where we do it well for some, but not for all.

We need to give more fetback tothelearnet al yF ASNE® C2NJ G6KS aidl §SYSyi
G2 [ SFNYSNE al yI Ishohgydisagrggd witR theéista@iNadtSaRd 18%ldeither agreed
or disagreed.

12% disagreed with the statemeiitK Ithé AsSessor meets with learners at leasin(i K fardl %
disagreed with the statement thalNorthern Training provides continuity of assessmewith this in
mind, the company has already too steps to improve this area, with formal Quarterly Reviews taking
place with customers as a set procedure.

Although the company can make mistakes as any companywe do appear to handle problems and
issues quite well. 80%f responses gave indicated that we were good or excellent at dealing with
problems efficiently and effectively.

The only negative commemn¢ceivedon the survey was as follows:

1 The carers who completed their NVQ in January have only just been asked to sign their files, why
does it take so long. This is the questi@m being asked by them. Igibssibleto plan visits in
advance?



Scope of Survey

The purpose of the survey is to provide the Directors of Northern Traimithgan assessment tool that
allows them to monitor the quality of the services with respect to the following key areas.

Size of the organisation/employer receigithe service.

Quiality and effectiveness of our NVQ induction

Quiality and assessment of our NVQ Assessment and delivery

The scope of Short Course Training received on top of NVQ delivery
Identificationof Business needs

The Quality of Trainers and Training

Review of Training Delivery

Communication betweehlorthernTraining and its customers

The Overall opinion dflorthern Training and the quality of its services
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Thequestionnairewas sent to every employer by post. The Employer was requested via a ¢pverin

letter to complete thequestionnaireand return it in the stamped addressed envelope provided. An
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be informed of its presence so they are able twmahload it. A Copy of thquestionnairethat was sent

out is included in Annex A



Comparison of Results with 2006 Survey

The last Employer Feedback Survey was sent deglnuary 2006. This survey was lessiprehensive
that the 2008 survey ana€used only in NVQ provision. The 2006 survey had a total of 24 Questions
compared with 55 questions in the 2008 survey.

Nineteen questionin the 2006 survey were contained in tiisS | sNie§t however enabling a direct
comparisorto be undertaken fortiese questions.

Overall the company has seen an improvement on the previous survey. Of the nineteen questions
compared, there were 11 that had seen an improvement and 8 that had seen a decline. Where there
was a decline, in most cases this was slihedifficulty in obtaining an improvement across all
guestions and areas is that the 2006 surlikg this year had very good results across the whole survey
in nearly all areas, antiereforewe have started from a very high benchmark. To enable this
benchrark to be kept at the same level, would be a gaatiievementso an overall improvement
indicatedthat the company is maintaining or improving in its aims and objectives.

The main areas where the results appear to have declamedn the mechanics or pcedures of NVQ
delivery.

Assessment and Skills Matched being completed, Reading and Sifbhaarner Agreements,
Explanatiorof appeals procedure, Assessors being punciuel,scored lower scores, that in 2006.
These arghingswhich can easily baniproved upon bytighteningup our own procedures and better
monitoring.

Assessors Giving feedback to Learners and Learners Managers, Flexibility of our training provision,
Benefits to the Employers Business, and the overall view of the quality of ountraivere all areas

that showed improvement on the 2006 results, which are arguably the weightier or more important
areas, which highlights that are strategy of offering high quality flexible training, which benefits the
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Results

Section 1 — Size of Organisation

1. Number of employees in youorganization

1-49 50-249 250+

74% 18% 9%



Section 2 — Quality of Induction

1. Did your staff member receiveraNVQ Induction?
Yes No No Answer
100% 0% 0%

2. Were an initial assessment and skills match completed
Yes No No Answer

94% 0% 6%

3. Have you read and signed the learner agreements
Yes No No Answer

85% 6% 9%

4. Was the Nortts Nl ¢NIAYyAYy3IQa | LILIS | € LIN2 O S R dzNB
Yes No No Answer

85% 9% 6%
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Section 3 - Quality of Assessment

5. The Assessor is punctual
Disagree Strongly
1 2 3 4

0% 3% 18% 18%

6. The Assessor is supportive tedrners

Disagree Strongly
1 2 3 4
0% 3% 12% 24%

7. The Assessor carries out unobtrusive observations
Disagree Strongly

1 2 3 4
0% 0% 9% 24%

8. The Assessor gives feedback to learners

Disagree Strongly
1 2 3 4
0% 3% 6% 21%

9. The Assessor gives feedback to Learners Managers

Disagree Strongly
1 2 3 4
3% 3% 5% 7%

Agree Strongly
5

61%

Agree Strongly
5
61%

Agree Strongly
5
67%

Agree Strongly
5
70%

Agree Strongly
5
15%



10. The Assessor meets with learner(s) at least monthly

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 12% 6% 30% 52%

11. Northern Training provides continuity of assessment
Disagree Strongly Agree Strongly
1 2 3 4 5

0% 6% 12% 24% 58%



Section 4 — Short Course Training

12. Number of different Short Courses taken by Customers (in addition to NVQ provjsion

Number of Different Courses taken by customer % Of Customers
0 39%
13%
10%
6%
10%
3%
13%
3%
3%
0%
0%
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Section 5 — Identification of Business Needs

14. How did you find out about Northern Training

40% -

35% -

30% -

25% -

20% -
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15. How was your enquiry dealt with in terms of efficiency
Poor Excellent
1 2 3 4 5
0% 0% 18% 29% 53%
16. How was your enquiry dalt with in terms of speed

Poor Excellent
1 2 3 4 5
0% 6% 15% 35% 44%




17.

18.

19.

20.

21.

22.

How was your enquiry dealt with in terms of follow up and outcomes

Poor Excellent
1 2 3 4 5
3% 3% 12% 29% 53%

Did you complete a training needs analysis with Northern Training
Yes No No Answer

50% 39% 11%
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Yes No No Answer
79% 0% 21%

Were NortheN/ ¢ NJ A y A y 3 Qisig peoposalS neleviartt & k G NI A Y

Yes No No Answer
79% 0% 21%
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Yes No No Answer
79% 0% 21%

Northern Trainingidentified my business needs

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 4% 25% 25% 46%
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Disagree Strongly
1 2 3 4
0% 0% 28% 24%

24. Northern Training ardlexibleA y YSS{iAy3 Yeé

Disagree Strongly
1 2 3 4
0% 0% 10% 26%
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Agree Strongly
5
48%
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Agree Strongly
5
65%

25. If my training needs change Northern Training Respond to this

Disagree Strongly
1 2 3 4
0% 3% 16% 16%

Agree Strongly
5
16%
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26. | can contribute to the way Nottern Training deliver and the methods/materials used

Disagree Strongly
1 2 3 4
0% 0% 23% 23%
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Disagree Strongly
1 2 3 4
0% 0% 17% 23%

Agree Strongly

5
53%

Agree Strongly

5
60%



Section 6 - Quality of Trainers/Training

28. The trainers provided are occupationally competent and suitably qualified

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 3% 19% 16% 61%

29. The trainers provided are fully briefed on my organisationsaus prior to delivery

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 6% 10% 26% 58%
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Disagree Strongly Agree Strongly
1 2 3 4 5
0% 0% 13% 29% 58%

31. The trainers prepare/brief my staff prior to delivery on expected outcomes

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 0% 16% 31% 53%

32. The Training materials/equipment used meet requirements

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 3% 9% 25% 63%
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33. The Handouts/materialglistributed are professional in appearance and contain up to date

info outlining best practices

Disagree Strongly
1 2 3
0% 3% 6%

34. Training delivered meets myx Y LJ y & Qa

Disagree Strongly

1 2 3
0% 0% 3%

Agree Strongly
4 5
25% 66%
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Agree Strongly
4 5
32% 58%



Section 7 — Review of Training Delivery

35. Northern Training Updates you on the progress of learners

36.

37.

38.

39.

Disagree Strongly
1
6%

Agree Strongly
4 5
28% 41%

Northern Training gives feedback from short course training

Disagree Strongly
1
0%

Certificates are delivered promptly

Disagree Strongly
1
3%

Problems are dealt with efficiently and effectively

Disagree Strongly
1
0%

Agree Strongly
4 5
19% 42%

Agree Strongly
4 5
27% 37%

Agree Strongly
4 5
40% 40%

Quarterly face to face meetings deal with unmet business needs

Disagree Strongly
1
0%

Agree Strongly
4 5
17% 46%



40. Northern Training offers, Information, Advice and Guidance (IAG) to my organisation and staff

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 10% 14% 31% 45%



Section 8 — Communication with the Employer

41.

42.

43.

44,

How often do you communicate with Northern Training
Daily Weekly Monthly Quarterly Other

3% 16% 38% 22% 22%

How often do you receive feedback on learners progress

Never Rarely Occasionally Often VeryOften
6% 13% 22% 31% 28%

How effectively and efficiently are any complaintealt with by Northern Training

Poor Excellent
1 2 3 4 5
0% 0% 29% 19% 52%

Do you havecontinuousdialogue withNorthern Training
Yes No No Answer

59% 20% 20%



Section 9 — Overall Quality

45. Northern Training are responsive to my business needs

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 0% 13% 26% 61%

46. Northern Training are flexible in their provision

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 0% 13% 23% 65%

47. Northern Training have benefited my business

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 0% 16% 26% 58%

48. My staff have improved their skills / practice

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 3% 22% 19% 56%

49. The Information, advice and guidance given by NT has had positive outcomes for me
organisation and staff.

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 3% 19% 19% 5%



50.

51.

52.

53.

54.

55.

The Overall Qality of training delivery has been excellent

Disagree Strongly Agree Strongly
1 2 3 4 5
0% 0% 16% 26% 58%

Would you use Nortlern Training again?

Yes No No Answer
100% 0% 0%

Would you recommend Northern Training to other emplogse

Yes No No Answer
97% 0% 3%

Have you used other training providers in the past?

Yes No No Answer
97% 3% 0%

How would you rate Northern Training compared to other training providers

Much Worse Worse Same Better Much Better
0% 3% 23% 32% 42%

Overall how wouldyou rate Northern Training

Poor Excellent
1 2 3 4 5
0% 0% 12% 30% 58%



56. Other Comments

TheQuestionnaireoffered Commentdo be left at the end of thesurvey.The following were noted.

1.

10.

11.

12.

13.

They areextremely helpful and &ve a wealth of experienaegarding working
environments

Northern Training are excellent providers of training. Tdam is always friendly and goes
out of their way to meet the needs of my staff. Staff feedback is always ymsiti

Always give good service. Staff well supported and encouraged

Down to earth, approachable. Extremefficient. Excellent company would highly
recommend

| wouldrecommendNorthern Training, they are excellent training providers

Northern Training is invaluable to me at Birchfield, very prompt excellent service and al
candidates have been very happy with the service and all assessors. They have enjoye
courses and NVQ training.

If | was to provide training fobomiciliaryCae, | would follow Northern Training's methods
A Great service, keep up the good work.

My Name is Hardy. H.A.R.D.Y, not Howarth and not Haoward.

Overall Northern Training has worked well with us and our staff through their NVQ's
The answers | havgiven are only based on one experience so may be biased

The carers who completed their NVQ in January have only just been asked to sign thei
why does it take so long. This is the questiam being asked by them. Iguibssibleto plan
visitsin advance?

Because trainingostsRMA funding available £1000, cost of Northern Training approx
£13001400, therefore we have to go to other training providers. If you wenetiseyour
pricing we woulddefinitelycome to yourselves, we are happythvisour service.

Last 2 questions are difficult to comment onldsve always had very good experiences w

Northern Training but have had a number of issues over the last 12 months with compl
of NVQ's.




Comparison with 2006 survey

The 2008&uveywas more comprehensive than the 2006 survey. The following comparisons with the
2006 survey therefore are only for questions which existed in both surveys.

1. Number of Employees in your organization

90%
80%
70% -
60% -
50% -

40% W 2008
4
30% - W 2006
20%
10% -
0% -
1-49 50-249 250+
Number of employees in organisation
2. Did your staff member receive an NVQ Induction?
100% -
90%
80% -
70% —
60% -
c0% W 2008
W 2006

40%

30% -

20%

10% -
0% -

Yes No No Answer

Result: No Change



3. Were Initial assessment and skills match completed

100%

90% -

80% -
70% ~

60% -

50% -

m 2008
40% -

W 2006

30% -

20% -
10% -
0% -

| e

Yes No No Answer

Result: Not Improved

4. Have you read and signed the learner agreements

100%

90%
80% -

70% ~

60% -

50% -

m 2008

40% B 2006

30% -
20% -

10% -
0% -

_ N

Yes No No Answer

Result: Not Improved



5. Was the Northern Training appeals procedure explained?

100%

90%
80% -

70% ~

60% -

50% -

m 2008
40% -

W 2006
30% -

20% -

10% -
0% -

Yes No No Answer

Result: Not Improved

6. TheAssessor is punctual

70%

60%

50%

40%

30% m 2008

m 2006
20%

10%

0% ||
1 2 3 4 5
Disagree Strongly Agree Strongly

Result: Not Improved



7. Assessor is supportive to learners

90%

80%
70%

60%
50%

40%

W 2008

30% W 2006

20%

10%
0% | |

1 2 3 4 5

Disagree Strongly Agree Strongly

Result: Not Improved

8. Assessor carried out unobtrusive observations

80%

70%

60%

50%

40%

30% W 2008

W 2006
20%

10%

0% [ |
1 2 3 4 5

Disagree Strongly Agree Strongly

Result: Improved



9. Assessor Gives Feedback to learners

80%

70%

60%

50%

40%

30%

20%

10%

0%——|—_.-.

Disagree Stongly

5

Agree Strongly

m 2008
m 2006

Result: Improved

10. Assessor gives feedback tearner's Managers

60%

50%

40%

30%

20%

10%

0% -
1 2 3 4
Disagree Strongly

5
Agree Strongly

m 2008
W 2006

Result: Improved




11. Assessor Meets with learner(s) at least monthly

80%

70%

60%

50%

40%

30%

20%

10%
I - l_ﬂ

1 2 3

Disagree Strongly

1

Agree Strongly

m 2008
W 2006

Result: Not Improved

12. Northern Training provide continuity of assessment

70%

60%

50%

40%

30%

20%

10%

Disagree Strongly

4 5
Agree Strongly

m 2008
m 2006

Result: Improved




13. How often do you receive feedback on learners progress

40%
35%
30%
25%
20% W 2008
15% W 2006
10% -+

5%

0% - . . .

Never Rarely Occasionaly Often Very Often
Result: Impreged
14. Northern Training are responsive to my business needs
80%
70%
60%
50%
40%
W 2008
30%
W 2006

20%
10% L

0% : . . .

1 2 3 4 5
Disagree Strongly Agree Strongly

Result: Not Improved




15. Northern Training are flexible in their provision

80%

70%

60%

50%

40%

W 2008

30%
m 2006
20%

- -
0% ||

1 2 3 4 5

Disagree Strongly Agree Strongly

Result: Improved

16. Northern Training have benefited my business

70%

60%

50%

40%

30% = 2008
B 2006

20%
10%

o B m

1 2 3 4 5

Disagree Strongly Agree Strongly

Result: Improved



17. My Staff Have improved their skéfpractice

70%
60%
50%
40%
30% W 2008
20% m 2006
10%
0% _4._,__ : : :
1 2 3 4 5
Disagree Strongly Agree Strongly
Result: Not Improved
18. The Overall quality of training delivery has been excellent
70%
60%
50%
40%
0,
30% | 2008
20% W 2006
10%
0% . T T T
1 2 3 4 5
Disagree Strongly Agree Strongly

Result: Improved




19. Would you use Northern Training Again

100%

90%
80% -
70% ~
60% -
50% -
40% -
30% -
20% -
10% -
0% -

No

No Answer

m 2008
W 2006

Result: Improved

20. Would you recommend Northern Training to other employers

100%

90%

80% -
70% ~
60% -
50% -
40% -
30% -
20% -
10% -
0% -

Yes

No

—t

No Answer

m 2008
W 2006

Result: Impreed




21. Have you used other training providers in the past

120%

100%

80% -

60% -

m 2008
W 2006

40% -

20% -

0% -

Yes No No Answer

22. If Yes, How would you rate Northern Training compared to other training providers

60%

50%

40%

30% 2008
m 2006

20%

10%

0% I J . .

Much Worse Worse Same Better Much Better

Result: Improved



23. Overall how would you rate Northern Training

70%

60%

50%
40%
30% m 2008
0% W 2006
10% -

o ML . . .

Poor Below Average Good Excellent
Average

Result: Improved

Results of Comparison

Out of 19 questions which could be compared directly with the survey in 2006, 11 showed an
improvement whilst 8 showed a decline.

A question was scored as an improvement if the total of two highest scales were had a higher %, that
the 2006 surveyC2 NJ 9ELF YLIX S Ay (GKS [l ad vdzSadAazy ah@SNIf¢
total of 88% responded Good or Excellent, compared with 76% scoring Good or Excellent in 2006.

Similarly question 1@iAssessor Meets with learner(s) at least monghly | | ofi&2% éither Agreed or
Agreed Strongly with the statement compared to 83% in 2006 agreeing or strongly agreeing with the
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