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Preamble

This resource has been developed to assist Providers / Centres in ensuring the effective implementation
of Communications Processes and Procedures across all of the areas of the Provider’s Quality Assurance
Agreement with FETAC.

According to FETAC Quality Assurance in Further Education and Training Policy and
Guidelines, v1.3, Section B1 of a Provider’s Quality Assurance Agreement should be
detailed as follows;

Policy Area Procedures
B.1 Communications B1.1 Communication with Learners
B1.2 Communication with Staff
B1.3 Communication with Other Stakeholders

There are communications responsibilities for Providers across all Quality Assurance areas. FESS has
structured this resource to support Providers in ensuring effective communications across the Quality
Assurance Policy areas.

Communication does not just happen. It must be planned, structured and constantly reviewed. To
ensure effective Communication Processes, all strategies and instruments used within the Provider
should:

e deliver clear and consistent messages to all Stakeholders
® be simple, direct, and accessible to all Stakeholders

® be user-friendly.

This resource has been developed by the FESS Communications
Task Group which comprised members of FESS
and Provider representatives;

ANN DUNNE FETAC QA Officer City Of Dublin VEC
VIRGO HYNES  FETAC QA Co-Ordinator Co. Wexford VEC
MARIE ROONEY Co-Ordinator for Research and Policy Co. Dublin VEC
LUCY TIERNEY  Adult Education Officer Dun Laoghaire VEC

FESS would like to acknowledge and thank the members of the Task Group and their
employers for facilitating and contributing to this process.

© 2010 Further Education Support Service IR
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Section

Section

2

Section

3

Section

A

Introduction

The Further Education Support Service Communications Resource -
Communicating in a Further Education Context is structured in four
main sections:

FESS Communications Audit and Planning Tool

This will assist Providers in reviewing current communications practices
across the Quality Assurance areas with all Stakeholders and in
planning for the future. The tool allows Providers to make notes,
provide evidence and plan for improvement in Communications
processes across FETAC Quality Assurance policy areas.

FESS Checklist for Providing Information to Learners

This checklist is structured in accordance with procedures for each
Quality Assurance area, and will assist Providers in ensuring that all
relevant information is communicated to Learners.

FESS Checklist for Providing Information to Staff

This checklist is structured in accordance with procedures for each
Quality Assurance area. It will assist Providers in ensuring that Staff
are informed of and updated with all relevant information.

Suggested Methodologies for Communicating in a
Further Education Context

This section gives an overview of some possible communications
methodologies that Providers may use. It will serve to check the

methods most appropriate to your context and to introduce more
varied and effective means where applicable.

© 2010 Further Education Support Service
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The FESS Communications Audit and Planning Tool comprises six sections which can each be
used to ensure effective communications procedures with Learners, Staff and other
Stakeholders, within the named Quality Assurance Policy Area. Each section may be used as a
standalone resource. Completing all six sections will enable the Provider to identify all
communications activities and to plan for improvement where relevant.

The requirements of FETAC Quality Assurance Policy Area B1 Communications are embedded
across the tool, and we have also selected the following policy areas for specific attention,

B2 Equality
B3 Staff Recruitment and
MESSAGE w0
DeVe|0pment ‘ DI/-\CENET?:C'TF (X\T;\C/T COMMUNITY TODAY
B4 Access, Transfer and ot womon LANGUAGE 0
; oo CONNECTION |DEAS
Progression S CCTER 1 ALTOHIE A
B5 Programme Development e ?\%NEUSNgN;GE KNOWN 'NTERNET
: . TALKING CREATIVE TALK
Delivery and Review CHARACTER OFFICE COMMUNITY  pegsonace
B6 Fair and Consistent Assessment P o ST WORD DIAtocue mame
CONTACT ANNOUNCING ; o
of Learners onwosue connecTion o LANGUAGE

AIM |NFORMATION MESSAGE COMMUNITY coscis

INTERNET
MODERN THINK
|N FO COMMUNITY NEWS IDEAS CREATIVE
PERSONAGE LANGUAGE CHARACTER NEWS pepsonnce i

This tool allows Providers to make notes Anounene KNOWN SEARCHES oo

and comments, provide evidence and COMMUNICATION

CREATIVE INFORMATION COMMUNITY

B9 Self Evaluation.

indicate plans for improvement. “ovone TALK TopAr WORD 7
" PERSONAGE LANGUAGE IDEAS
In completing this section FESS recommend INFO AIM THINK IDEAS CONNECTION
vero e D ALOG swooncnc. OFFICE
using the FESS Equality Action Planning NTERNET | NOWN MESSAGE TALK
Framework, which is available to download COMMUNITY' OFFICE CHARACTER [THC
M “N‘“(:: WORD zkgllilflizogflf AIM LANGUAGE
at www.fess.ie. ANQSUE(;‘[’\\]I:]ECHON A VOlCE
inNFormaTION SEARCHES INTERNET
The FESS Checklist for Providing Information to Learners " DIALOG E%“HETC/IE’? i
(pages 32-37) and the FESS Checklist for Providing communry e v
Information to Staff (pages 38-43) may be used to complement
this tool.

Note: It is good practice to ensure awareness within the Provider of the 9 Grounds for
discrimination covered by legislation, i.e. gender, marital status, family status, religion, age,
disability, sexual orientation, race and membership of the Traveller community.

© 2010 Further Education Support Service |
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Seirbhis Tacaiochta
don Bhreisoideachas

FURTHER EDUCATION
SUPPORT SERVICE

FETAC-registered Providers must inform all Learn-
ers, both prospective and participating, of relevant
information in relation to programmes leading to
FETAC awards.

This checklist will assist Providers in meeting DN @

their legislative and Quality Assurance responsibilities
when communicating with Learners. It is structured in accor-
dance with procedures for each Quality Assurance area, and provides a

list of statements which can be ticked when the action is complete.

Successful completion of this checklist will assist Providers in ensuring that all rel-
evant information is communicated to Learners.

© 2010 Further Education Support Service
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FURTHER EDUCATION
SUPPORT SERVICE

Learners must be informed of the following:

B1 Communications

Procedures for communicating information to Learners

Procedures that facilitate feedback from Learners

Communications with External Stakeholders that are relevant
to Learners’ participation on the programme

]
H
]

B2 Equality

The Provider’s Equality policy

Procedures for making and handling complaints (grievance procedures)

N

B3 Staff Recruitment and Development

Staff Development days effecting the Learner calendar D
(These should be included in the Learner calendar with related instructions for Learners)

B4 Access, Transfer and Progression

Information provision for prospective Learners:

The National Framework of Qualifications (NFQ) and National Qualifications Authority
of Ireland (NQAI) statements of knowledge skill and competence needed
as a basis for successful participation on every programme offered

[]

Entry arrangements including:
® statement of the entry requirements for the programme
® details of how decisions are made regarding allocation of places

® advice / guidance for Learners to assist them in making informed
choices in programme selection

® details of supports / accommodations available

HiEIEE

® the appeals mechanism for Learners refused access to the programme

Arrangements to assess a Learner’s eligibility to access a programme (see FETAC Information D
for Learners - Guidelines for Providers page 7 to develop ‘Equipped to Participate’ statements)

Arrangements for the Recognition of Prior Learning (RPL) including:
® entry onto a programme D
® exemptions within a programme D

www.FeSS.ie © 2010 Further Education Support Service
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FURTHER EDUCATION
SUPPORT SERVICE

Learners must be informed of the following:

B4 Access, Transfer and Progression (continued)
® receiving credit towards an award

® access to a full award if applicable including information on
mentors and Learners’ responsibilities in seeking RPL

® steps in the process in making an application

® |ist of appropriate agencies to support recognition of prior learning and /
or other awards (FETAC, NQAI)

® an appeals procedure to appeal unsuccessful applications for entry to
a programme on basis of RPL

Programme information including:
® name of awarding body(ies)

® programme content

® programme structure and duration

® award title(s)

® award type(s)

® National Framework of Qualifications (NFQ) level(s)
® fees, grants and associated requlations

® protection for learners if programme ceases

Opportunities for transfer or progression to other programmes

Lo | OOt

Procedures to facilitate diversity (including information on adaptations and supports)
for Learners when:

® applying for entry to programme

[]

® participating on a programme

® availing of transfer and progression opportunities (if appropriate)

Information for Learners on commencement of the Programme:
Note: It is assumed that these Learners will have been informed of the above prior to commencing the programme

FETAC Learner Charter

Learner calendar /timetable

Assessment Details (see following for more detail)

Procedures to access learning supports

A [

Relevant Health and Safety information including the Provider’s Health and Safety statement

List of Learner rights and responsibilities D
Mechanisms for giving and receiving feedback D
Qualifications /specific levels of achievement required for progression D

© 2010 Further Education Support Service www.FeSS.le




®

(t)

Seirbhis Tacaiochta
don Bhreisoideachas

FURTHER EDUCATION
SUPPORT SERVICE

Learners must be informed of the following: -

B5 Programme Development, Delivery and Review

Details of records on Learner participation and achievement including attendance, progress,
assessment and certification records

Their participation in needs identification processes and programme review
(in relation to programmes and services)

List of required resources and / or available facilities

Programme-specific health and safety responsibilities

B6 Fair and Consistent Assessment of Learners

Learner responsibilities and entitlements including:

) L

® Procedures to comply with Provider’s Quality Assurance assessment policy(ies)
and procedures (B6)

® Appropriate opportunity provided to Learners to demonstrate the standards for the award D
® Receive the award on demonstration of the standards
® Appeal any assessment decision, firstly to the Provider and then to FETAC

Provider’s assessment and appeals procedures including:

Assessment calendar including assessment deadlines and examination dates D

Provider policy and procedures on assessment deadlines. This will include:
= how to apply for an extension due to extenuating circumstances D
m consequences for late submission of work
m list of extenuating circumstances

Procedures in relation to compassionate consideration including:
= how Learners can apply for compassionate consideration D
= required supporting documentation

Assessment methods and techniques used in the programme

|

Grading classifications - Distinction, Merit, Pass, Referred, Successful, as appropriate

Clear assessment briefs indicating

® instructions and guidelines for Learners

® assessment criteria and marking schemes (allocation of marks)

= dates for distribution of assessment briefs D
m deadline for submission

www.FeSS.ie © 2010 Further Education Support Service
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FURTHER EDUCATION
SUPPORT SERVICE

Learners must be informed of the following: -

B6 Fair and Consistent Assessment of Learners (continued)

Information on appropriate formats for submission of Learner assessment evidence D
(written, audio, multi-media, etc.)

Procedures for submission of assessment evidence in line with Provider’s policy for example,
= labelling of all assessment evidence prior to submission D
= receipting of assessment evidence

Procedures in relation to reasonable accommodations including:
= how Learners can apply for reasonable accommodation
m supporting documentation required D
m list of possible reasonable accommodations

Procedures relating to assessment malpractice including:
= what constitutes assessment malpractice
™ penalties for assessment malpractice

= procedures to verify that assessment evidence is the Learner’s
own original work (for example, authorship statements)

= how allegations of assessment malpractice will be dealt with by the
Provider including actions to be taken

L]

Procedures for repeating an assessment activity, if applicable

Procedures for feedback on assessments

Procedures for accessing assessment records

Procedures in relation to storage and security of assessment evidence and materials including
retention / disposal / return of assessment evidence and breaches of security

General information in relation to the authentication and results approval processes
(or the external examining process) including availability of the Learner for these processes,
as appropriate

Procedures to make approved results available to Learners

Procedures on requesting certification from FETAC

N

Procedures for the distribution of certificate(s)

Procedures in relation to Provider Appeals including:

= grounds for appeal D

= lodging an appeal of an assessment result and / or assessment D
procedure(s) and associated implications including cost

™ Provider timescale for appeals D
m how appeals are dealt with by the Provider D

© 2010 Further Education Support Service www.FeSS.le
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Learners must be informed of the following: Tick (V)
when satisfied

Procedures in relation to FETAC National Appeals including:

= the grounds on which a Learner can make an appeal to FETAC (via the Provider) D

m timescale (within 6 months from receipt of the result of appeal to
Provider and within 12 months of receipt of certification)

= requirement for the appeal to be in writing using the Learner appeals submission form D
= fee

= possibility of further evidence being sought by FETAC
= possible requirement to attend a meeting with FETAC appeals review panel

N

B7 Protection for Learners

For Providers offering programmes on a commercial and profit making basis

Inform Learners of arrangements in place to protect Learners in the event of a programme D
ceasing unexpectedly. This may include information on appropriate referral points

B9 Self Evaluation of Programmes and Services

Provider’s policy and procedures that enable feedback / contributions from Learners in
relation to Programmes and Services including:

How Learners will contribute during the Self Evaluation process D
How the outcomes of the Self Evaluation process are disseminated
Subsequent action to be taken

Other information that should be communicated to Learners

-

www.FeSS.l'e © 2010 Further Education Support Service




W Z0—-—=-nmn

38

0.3

Seirbhis Tacaiochta
don Bhreisoideachas

FURTHER EDUCATION
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FESS Checklist for Providing Information to Staff

FETAC-registered Providers must inform Staff
of the Provider’s Quality Assurance @
Agreement with FETAC, the Provider’s /
policies and procedures and of the roles /

responsibilities associated with them.

This checklist will assist Providers in o @
meeting their Quality Assurance responsibilities ,
when communicating with Staff. It is structured in '

accordance with procedures for each Quality Assurance area,

and provides a list of statements which can be ticked when the
action is complete.

Successful completion of this checklist will assist Providers in ensuring that all
relevant information is communicated to Staff.

. e =
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Staff must be informed of the following:

W Zz0-H4

B1 Communications

Procedures for communicating information to Staff

Procedures that facilitate feedback from Staff

Procedures for communicating with Learners and other Stakeholders

L

B2 Equality

The Provider’s Equality policy

Equality Training opportunities for Staff

The Provider’s Equality Plan

|}

Procedures for lodging and handling complaints (grievance procedures)

B3 Staff Recruitment and Development

Job vacancies and appointments, as appropriate

The Provider’s selection procedures when appointing Staff

Staff Training / Development including induction training and other
Continuing Professional Development (CPD) events

Information pertaining to professional bodies / certification bodies, as appropriate

Provider’s procedures to facilitate input from Staff on CPD needs

List of Staff rights and responsibilities

)

B4 Access, Transfer and Progression

The National Framework of Qualifications (NFQ) statements of knowledge skill and
competence needed as a basis for successful participation on every programme offered

[]

Provider’s ‘Equipped to Participate’ statements for each programme (see FETAC
Information for Learners - Guidelines for Providers, page 7, available at www.fetac.ie, D
to develop ‘Equipped to Participate’ statements)

This template
is available to
download at

wwuw.fess.ie 39



0.3

Seirbhis Tacaiochta
don Bhreisoideachas

FURTHER EDUCATION
SUPPORT SERVICE

Staff must be informed of the following: Tick (v)
when satisfied

B4 Access, Transfer and Progression (Continued)

Provider’s procedures for Learner entry arrangements including:
m statement of the entry requirements for the programme
® details of how decisions are made regarding allocation of places

® how advice / guidance is provided for Learners to assist them in making D
informed choices in programme selection

m details of supports / accommodations available
m the appeals mechanism for Learners refused access to the programme

W Z0—-—=-nmn

Provider’s arrangements for the Recognition of Prior Learning (RPL) including:
B entry onto a programme
® exemptions within a programme
® receiving credit towards an award

® access to a full award if applicable including information on mentors and D
Learners’ responsibilities in seeking RPL

m steps in the process of making an application

m [ist of appropriate agencies to support recognition of prior learning and /
or other awards(FETAC, NQAI)

® an appeals procedure to appeal unsuccessful applications for entry to a
programme on the basis of RPL

Procedures to facilitate diversity (including information on adaptations and supports)
for Learners when:

® applying for entry to a programme D
® participating on a programme
® availing of transfer and progression opportunities (if appropriate)

Provider’s procedures to ensure that Learners have access to relevant Access, Transfer D
and Progression information

B5 Programme Development, Delivery and Review

Programme information:

® Programme content ® Transfer and progression opportunities
® Programme structure and duration agreed for the award at national or
m Name of awarding body local level and qualifications / specific
= Award title(s) levels of achievement required for D

. ; progression
Award type(s) ® Mechanisms for giving and receiving
B Framework level(s) feedback
® Awarding body(ies) B Fees, grants and associated regulations

® Entry requirements ® Protection for Learners if
B Assessment Details programme ceases

B Programme adaptations /
Learner supports available

This template
is available
to download
at
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Staff must be informed of the following: Tick (v) T
when satisfied
B5 Programme Development, Delivery and Review (Continued) I
Staff / Learner calendars / timetables, as appropriate D (o)
Provider’s procedures on maintenance of Learner records including attendance, progress, D N
assessment, feedback and certification records
The Provider’s procedures enabling staff input into programme development and review D 3
Relevant Health and Safety information including the Provider’s Health and Safety D

statement and Programme specific health and safety issues

B6 Fair and Consistent Assessment of Learners

Provider’s assessment and appeals procedures including

L]

Assessment calendar including assessment deadlines and examination dates

Provider policy and procedures on assessment deadlines. This will include:
= how a Learner applies for an extension due to extenuating circumstances
= consequences for late submission of work
m list of extenuating circumstances

L]

Procedures in relation to compassionate consideration including:
= how Learners apply for compassionate consideration
= required supporting documentation

Assessment methods and techniques used in the programme

Grading classifications - Distinction, Merit, Pass, Referred, Successful, as appropriate

Procedures for devising clear assessment briefs indicating
= instructions and quidelines for Learners
m assessment criteria and marking criteria (allocation of marks)
= dates for distribution of assessment briefs
= deadline for submission

I ||

Information on appropriate formats for submission of Learner assessment evidence
(written, audio, multi-media, etc)

L]

Procedures for submission of assessment evidence in line with Provider’s policy for example,
= labelling of all assessment evidence prior to submission
= receipting of assessment evidence

L]

Procedures in relation to reasonable accommodations including:

® how Learners can apply for reasonable accommodation

= supporting documentation required D
= list of possible reasonable accommodations

This template
is available to
download at

wwuw.fess.ie 41
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Staff must be informed of the following: Tick (v)
when satisfied

B6 Fair and Consistent Assessment of Learners (Continued)

Procedures relating to assessment malpractice including:
= what constitutes assessment malpractice
m penalties for assessment malpractice

= procedures to verify that assessment evidence is the Learner’s own original work
(for example, authorship statements)

= how allegations of assessment malpractice will be dealt with by the Provider
including actions to be taken

W Z0-—--nmn
L]

Procedures for repeating an assessment activity, if applicable

Procedures for providing feedback on assessments

Procedures for maintaining assessment records

Procedures in relation to storage and security of assessment evidence and materials
including retention / disposal / return of assessment evidence and breaches of security

Procedures in relation to the authentication and results approval processes
(or the external examining process) including availability of staff for these processes,
as appropriate

Procedures to make approved results available to Learners

Procedures for requesting certification from FETAC

Procedures for the distribution of certificate(s)

Procedures in relation to Provider Appeals including:
= grounds for appeal

e B B

= lodging an appeal of an assessment result and / or assessment procedure(s)
and associated implications including cost

= Provider timescale for appeals
= how appeals are dealt with by the Provider

Procedures in relation to FETAC National Appeals including
= the grounds on which a Learner can make an appeal to FETAC (via the Provider)

= timescale (within 6 months from receipt of the result of appeal to Provider
and within 12 months of receipt of certification)

= requirement for the appeal to be in writing using the Learner appeals D
submission form

i fee

m possibility of further evidence being sought by FETAC

This template
is available
to download
at

= possible requirement to attend a meeting with FETAC appeals review panel
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Staff must be informed of the following: Tick (v)
when satisfied

B7 Protection for Learners

For Providers offering programmes on a commercial and profit-making basis

Procedures that protect Learners in the event of a programme ceasing unexpectedly D

W Zz0-H4

B8 Sub-contracting / Procuring Programme Delivery

Arrangements in place in relation to contracting, reporting and monitoring, if applicable D

B9 Self-Evaluation of Programmes and Services

Provider’s policy and procedures to enable feedback / contributions from staff in relation to
Programmes and Services including:

Frequency

Range of programmes to be self-evaluated

Co-ordination Responsibility

Role of External Evaluator D
Methodology

How staff will contribute during the self-evaluation process

How the outcomes of the Self Evaluation process are disseminated

Subsequent action to be taken

Other information that should be communicated to Staff

This template
is available to
download at

wwuw.fess.ie 43
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Suggested Methodologies for Communicating in a
Further Education Context

It is important when considering Communications Strategies to choose the correct method of
communication for the message. You will find below a listing of the most popular methods of
communication that are used in the Further Education context. You may use this list to check the
methodologies most appropriate to your context, and also to introduce more varied and effective
methods of communication into your centre.

Category / Method

Printed /
Written Materials

- Print materials

- Letters

- Memos

- Reports

- Forms

- Manuals/Handbooks
- Brochures

- Flyers

- Visual images

- Newsletters

Advantages

- Accessible to a wide audience

- Concrete evidence

- Portable

- Can be used when use of e-mail cannot be
assumed

- Formal

- Recorded

- Interactive, so opportunities for feedback

- Recipient can control pace to respond

- Message can be tailored

- Locally developed, so potential for high quality

- The written word can be specific, self-paced

- Still images can be direct and memorable

Suitability

- When hard copy is required, for
example, formal communications

- When signature is required

- Useful for maintaining records

Online Methods

- E-mail

- Website

- Social Networking (for
example, Twitter, Facebook)

- Web2.0 tools

- Blogs

- Wikis

- Podcasts

- iPod touch and iPad Apps

- RSS Feeds

- Quick / instant does not depend on post

- Cheap

- Environmentally friendly

- Can check delivery

- Potential to reach large groups

- Facilitate spontaneous communication

- Facilitates communication with groups

- Interactive

- Multimedia format facilitates sound,
animation etc.

- Website updatable (unlike printed materials)

- Can link to complementary materials

- Can send attachments easily

- Instant contact seeking response

- Communication with working
groups

- Communication with students

- Dealing with online applications
and responses

- Distributing practical information,
for example, timetables

- Making announcements

Other Technology

- Texting /SMS Short Message
Service

- Audio/DVD/Video

- USBs/Memory Sticks

- CD ROMs

- Teleconferencing

- Videoconferencing

- Voice and video calls, for
example, Skype ™

- Assistive technology

- Accessibility for Visually
Impaired

- Instant contact

- Very common/almost universal

- Potential to reach large groups

- Facilitate spontaneous communication
- Portability of material

- (D ROMs - Back up to written
material

- Low cost alternative to printed
material

- Environmentally preferable

- Audio/Video - the spoken word and
non-verbal sounds can convey tone
and context that is much more
difficult to convey through the
written word. Provides accessibility
for the visually impaired

- DVD / Video

- Publicity material
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