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I. Inthis instance, the box ticked is the first box in the shaded area which denotes that the provider

considers having met the EQM standard for this question.

2. As can be seen in the assessor's comment box, the assessor wants to clarify some aspects of the answer
set forth through additional verification methods.

3. When that is done, the assessor makes a decision about whether or not the provider has passed the
criteria.

4. Inthis case the assessor box is also ticked, and the assessor agrees that the standard has been met.

23 Course content and delivery methods

232 The provider ensures that the individual learner’s needs are met by using a variety of teaching styles

during the course

How do you ensure that teachers use different teaching styles in order to meet learner needs?

Provider's explanation:
Through theoretical approaches, such as lectures and practical exercises combined with theory, making sure that
learner questions are understood, group work, home work, and learning at a work site.

This may be exemplified with a concrete class, and similar procedures apply to many areas.

Livelihood on the Farm:

In addition to what is listed above, learners are asked to bring their own ideas and concepts. They also have an
individual counselling session, where they receive counselling when they develop a business plan based on the
natural features of their specific region. In addition, two people are given their own counsellor to help them with
the process. This differs in face-to-face classes and distance education classes.

Attachments (supporting documents from the provider):

-Handout of a practical exercise
-Slides from teacher presentation
-Description of group work exercise

Based on the explanation above, please mark the most appropriate option

Provider Level Description Assessor
O Not applicable (explain why above) O
O No procedure O
O Teachers' responsibility O
O Teachers' responsibility, some equipment, some support from the provider's O
administrative staff

X Provider and teacher share the responsibility X
Sufficient equipment and resources

O Provider and teachers share responsibility O
All necessary equipment and resources
Support and guidance for teachers

Assessor’'s Comments:

Evidence of a good range of teaching styles, contexts and learner environment. Learner-centred approaches
meeting various learning styles. It is not clear how much training, support and guidance there is for the teacher
from the provider although this is implied. Check this out through visit or phone call before finalizing the tick
above. After checking, the final box may also be ticked.




4. Step 4 Guidance for the annual self- assessment

Every twelve months, the EQM approved provider needs to submit an updated EQM
2 Assessment Form. In order to do this, the provider carries out a short self-assessment process
with relevant staff to review quality processes and practice. The provider will use the completed

EQM Assessment Form as the basis for this review. The focus will be on:

*  Any changes which affect the provider being able to continue to meet the EQM criteria e.g. staffing,
systems, processes, learning provision.
*  Anyimprovements that can be proven and which can be included at this point.

Updating the self-assessment

The provider will report this to the assessor by submitting an updated EQM Assessment Form. During this review
process the provider has a right to further assistance from the assessor. The assessor reviews the updated form
and confirms that the new information continues to meet the EQM standards.

If the practice now is below EQM standards, the assessor will ask the provider to return to the good practice they
had when first awarded the EQM, within an agreed timescale. If this is not done, the provider will lose their EQM,
but will be allowed to reapply.

5. Step 5 Guidance for the assessment visit to the provider

An important part of the EQM process is the assessor’s visit to the provider. This visit can
happen at any time in the 4 year cycle. The assessor’s visit will be announced three weeks
ahead. A visit may also be necessary as part of step 3, the initial assessment process.

The assessor’s four main tasks:

I. Authentication of the information given on the EQM Assessment Form by checking selected aspects
from all sections.

Checking how the procedures and systems described in the questionnaire actually work in practice.
Developing and improving the way the EQM Assessment Form has been completed if applicable.

AW

Making a decision about confirming continued approval as an EQM provider.
The assessor will complete these tasks by doing the following:

*  Checkthe accuracy of statements made on the form by speaking to staff and looking at documents
and resources.

e Checkthe practice of a provider against the statements or evidence in the form by meeting with a
range of staff in different roles, including managers, teachers, and administrators.

¢ Check the physical resources, including the learning resources and buildings.

*  Speak directly to learners to check that the quality systems are learner-centred, effective, and work
in practice.
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What happens if the provider does not continue to meet the EQM standards over time?

When the assessor visits a provider within the four year cycle, they will expect to see that the provider is
continuing to meet the standards of EQM as they did when EQM was first granted to them.

If the provider is not continuing to meet the standards, the assessor will list the improvements needed and require
the provider to meet them within a given time span. The provider will send proof of the improvements to the
assessor within that time. If the provider does not make the improvements required, the assessor will refer the
provider to the National EQM Authority.

In the case of a provider who continues to refuse to meet the standards, or who continues to defer improving
their practice and processes to meet the standards, the EQM National Authority can decide to withdraw their
EQM approval. The procedures and timescales must be in line with the EQM process and the systems set up by
the National EQM Authority.

Requirements for the visit to provider:

I. The assessor will read all relevant documentation to prepare for the visit.
At least 3 weeks written notice will be given to the provider that the visit will take place.

3. Anappointment should be made with at least two individuals from the provider's staff group during the
Visit.

4. Itisimportant that one of those is a senior member of the staff and has the responsibility for the quality
management within the organisation.

5. The meeting will be structured with timings and activities and be sent in advance to the provider.
Clear instructions should be given to the provider on what is being reviewed and which members of staff
are required to attend.

6. A copy of the completed EQM Assessment Form is needed for review at the meeting as well as copies of
all attachments.

7. The provider will make sure the meeting space is appropriate — quiet, comfortable and well-lit.

Good practice for the visit to provider:

I. When arriving for the visit it is important to engage the provider in describing practiced quality
procedures.

2. Thisis a peer review not an inspection - Providers will be nervous, so setting up a good, trusting
relationship increases the chance of motivating the provider to change and improve quality.

3. ltisimportant to have an open dialogue and use active listening skills (see further explanation of this
concept on: http://wwwi.studygs.net/listening.htm).

4. The EQM Assessment Form and attachments are reviewed thoroughly with the provider and questions
asked about unclear information. All improvements should be recorded.

5. Itisimportant to ask questions which encourage the provider to share information and celebrate good
practice.

6. If the answer to a question is negative, such as “we don't...” it may be necessary to rephrase the question
to help you explore the situation more fully.

7. Itis normally the way a question has been posed that causes the difficulty. One needs to be prepared to
use a range of questions to find out key information.

8.  Formalizing the informal — asking the provider to write down any informal, undocumented work or
processes related to quality - and the questions in the EQM Assessment Form may reveal quality
practices that only need to be formally documented in order to meet the criteria set.



[t should be clarified that even though work is done orally and informally and the provider does not
express it in terms of quality procedures or systems, it may still be a model of good quality in practice and
qualify for the EQM.

E.g: Provider: “There is no person officially responsible for quality control and there is no document

where this is discussed. But in practice Ms. X checks”.

Assessor: "“How can the work Ms. X does in this area become an official part of your work with quality?
Could you make a document where the name of the person(s) working with this is written, and describe
what/how? The work is carried out and how it relates to their already documented system/procedure?”

How to set up good rapport across cultures, expectations, and differences

Good communication demands that a person receiving information interprets the verbal and non-verbal signals

from the person giving the information in coherence with what he or she actually means. Differences can be

enriching. A person who is always seeking to understand the differences will':

Reduce problems.
Be more aware of their own way of communicating.
Communicate better.
Use a positive attitude and open and non-threatening questions which are helpful building up
understanding.
Observe the other person and his or her non-verbal signals and carefully use some of the same
signals (mirroring) to build up mutual understanding.
Use active listening skills including:
o Focusing on the person speaking.
o Listening thoroughly to the words and observing non-verbal signals in order to understand
her/him.
Trying to see things from the speaker’s point of view.
Being aware and encouraging the speaker without interrupting.
Letting the speaker talk, not necessarily agreeing or disagreeing.
Not reacting too fast.

©o o©o o o

Poor communications are often because:

U W —

o

People are not always at the same starting point.

Even using the correct words, tone and body language people may be misunderstood.

Non-verbal signals can lead to misunderstandings.

Different cultures have different attitudes to politeness and how to express it.

Of different cultural traditions - remember that cultures do not necessarily follow the borders of a
country.

People, families, and regions in one country can have different cultures.

People have learnt rules according to their own culture and language. All people use those rules, but may
not be aware of them. The person we are talking to also uses the rules she/he has learnt without being
aware of it. What we learnt as children will influence how we think and communicate today, even though
we learn/use other languages.

We need to be as aware as possible about different cultural norms and how we are influenced by our
own cultural norms.

Insisting on similarity can make it difficult to build contact or relationships.

| Information based on www.vofo.no/bridges)




340 sewAyenbueadoina mmm 231sGam |\ OJ — SSUIRPIND J0ssassY [T @Y L

14

6. Step 6 Disseminating practice, European standardisation and
revalidation of the EQM criteria

The assessor will need to take part in all the activities and procedures set up by the National
and European EQM Authorities which will include:

e Dissemination of good practice.
*  Standardisation of assessment within the nation.
*  Review, updating, and validation of the EQM criteria in the light of developments in quality in nations
and in Europe every four years.
o The European standardisation of practice will be conducted jointly in a meeting of the
national authorities.

1. Step 7 Guidance for the EQM renewal process

The final step in the EQM Process is the completion by the provider of a new EQM
Assessment Form after a full 4 year self-assessment cycle - a repetition of the earlier process in
Step 2 and 3. The assessor needs to use the guidance for these steps given earlier in the

document.

And finally

The assessor is the key person in the EQM. The assessor is:
*  Responsible for verifying quality systems and processes.
*  Responsible for helping providers improve themselves.
*  The EQM standard in practice.

The assessor's guidance, support, and robust approach to quality is vital to the credibility and future of the EQM.

We wish you welll






www.europeanqualitymark.org



