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CUSTOMER SERVICE STATEMENT

ETC Awards Ltd (ETCAL) is committed to ensuring that all National Vocational Qualifications (NVQs) and Key Skills that it awards are qualifications of high quality.  This is achieved through effective assessment and verification practices and providing a high quality service to customers.

The main customer relationship is between ETCAL and the approved centres but we acknowledge the importance of the end-users of qualifications (candidates and employers) as customers and the importance of our relationships with other partner organizations (for example Ofqual, SEMTA, DEL and Awarding Body Forums).

English will be used in the generation of all ETCAL office, promotional and assessment materials, including the external verification process.

Exceptionally Irish or other recognized indigenous language may be used as the preferred assessment language after due consideration and discussion with ETCAL staff.

The following are the key commitments contributing to Customer Service and details of guidance available to all centres:

1.
Centre approval process

Details and guidance regarding Centre Approval are contained in the following documents:

· Centre Approval System Guide

· Centre Approval Application Form
When a centre successfully gains approval, ETCAL will supply a centre file to assist the centre maintain relevant information pertaining to NVQs and Key Skills.  This information will be required during audits from the External Verifier.

2.
Details for implementation of qualifications

Customer information required for implementation of NVQs and Key Skills is available for all centres, prospective centres and partner organisations:
· Qualifications and Pathways

· ETCAL Price List

These give a breakdown of structure and content of all accredited awards and costs for candidate registration, certification (full NVQs, Key Skills and unit certification), candidate guidance material, assessor support material, training courses, verification visits and advisory visits to centres.  Relevant information is also held on the ETC(NI) web site on www.etcni.org.uk.
3.
Complaints and Appeals

Copies of model complaints and appeals procedures are available and issued to all centres.  Model procedures are included in the Centre Approval System Guide.

4. ETCAL Response to Customers

Through our commitment to Customer Service we endeavor to ensure the following:
· Response time for processing and issuing certificates

· Not more than 10 working days (subject to satisfactory checks made by EV)

· Response time for processing registrations

· Not more than 4 weeks

· On completion of each external verification visit the centre-coordinator will be issued with an external verifier report to update the centre file

· Response time for dealing with customer enquiries or complaints

· Not more than 2 days

· Response time for dealing with candidate appeals/malpractice

· Not more than 5 weeks

Contact Points

Note:

Malcolm Reid, Manager has overall responsibility for all ETCAL activities including customer complaints and candidate appeals

5.
Customer Feedback

We welcome feedback on how well we are meeting our commitments as outlined above.  Customers should address any comments or suggestions on how we could improve customer service to:

Malcolm Reid

Manager

ETC Awards Ltd

Interpoint

20-24 York Street


Tel:
(028) 9032 9878

Belfast



Fax:
(028) 9031 0301

BT15 1AQ


        E-mail:    info@etcni.org.uk
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