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3. The Golden Triangle: Provider - Staff - EQM Assessor

As explained in the section above the self-assessment process and the working with the EQM
Assessment Form is done in cooperation between a chosen EQM team leader; his/her team
and staff in general. After submitting the EQM Assessment Form to the National EQM
Authority the form and answers are read and assessed by an EQM assessor. The assessor then
starts a process of dialogue with the EQM team of the provider. This dialogue may be carried
out in different ways. There can be a visit and meetings between assessor and provider; there

can be communication by telephone, computer, video conferencing etc. The dialogue is carried out within two
months. The provider will include a minimum of two representatives in communication with the assessor. They will
then work together to clarify the provider answers and develop explanations if necessary.

After these two months the assessor will:

a) Recommend to the National EQM Authority that the provider is awarded the EQM (for a period of four
years if the provider carries out an annual self-assessment, see section 4 below).

b) Or the conclusion of the assessment is that the provider has not yet met the quality standards of the EQM.
If this is the case the assessor will give guidance on improvement.

The EQM assessor is both a judge and an adviser to the provider. The Golden Triangle describes the work,
assessment, dialogue and cooperation that go on between the crucial persons in the EQM process:
Provider-staff-EQM Assessor (see the illustrated process below).

Dialogue to clarify the Self-assessment and
assessment form. Assessor’s development of quality
guidance on development standards and practice.

needs, verification, final
assessment and decision on
awarding EQM.

Dialogue and verification of
quality and actual practice.



4. Annual self-assessment

Once a year the provider (EQM team leader, team, other staff) will go through their EQM
Assessment Form to check that their practice is still as described when they were awarded the
EQM. The EQM Assessment Form will be updated so that any new practice is included. If
there are procedures or activities that are no longer carried out, this is to be said. The provider
sends the updated form to the National EQM Authority where it is checked by the assessor: If
the practice now is below EQM standards the assessor will ask the provider to readopt the

good practice they had when they were first awarded the EQM. If this is not done the provider will lose their
EQM, but will be allowed to reapply.

5. Interim verification

The EQM is awarded for four years under the condition that the quality does not drop below
EQM standards (see section four above). During this four year period the assessor will visit the
provider to verify that practice corresponds to the quality described in the provider's EQM
Assessment Form. This visit will also allow the assessor to know the provider organisation
better. This is especially important if the assessment process (see section three) did not include
a physical visit. The assessor visit will be announced three weeks ahead.

6. Dissemination and standardisation

The Central EQM Authority will collect good practice from the National EQM Authorities
every four years. The National EQM Authorities collect their examples of good practice
mainly from the providers applying for the EQM in their countries. This will be made available
for providers who can then use the experience of other providers to improve their own
practice.

Once every four years the Central Authority will also ensure that the National EQM Authorities follow the same
standards. The EQM quality criteria expressed in the EQM Assessment Form is validated and adjustments can be
made. These adjustments will not affect providers who have already been awarded the EQM. The EQM is awarded

for four years. When the provider applies after this four year period they will relate to the current EQM criteria.

7. Start of a new EQM cycle

The EQM is valid for four years. Towards the end of this period the National EQM Authority
will encourage the provider to reapply for the EQM. The provider will then start the EQM
cycle from the start by filling out the EQM application form. The EQM will be valid until the
assessor has assessed the newly submitted EQM Assessment Form.
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Glossary

When engaged in the EQM process or when using the EQM Assessment Form you will come across a few
important terms. These are explained below to ensure that all providers, their staff, assessors and others
understand the same when using these terms.

Andragogy - is the art of teaching adults - the study and theory of the methods and principles of teaching adults
and the process of helping adults to learn. Adult learners tend to be self-directed, they want some control over
both the content of learning and the way the knowledge or skill is presented. One of the principal premises of
andragogy is that the successful facilitator acknowledges that need, and creates a learning environment for adults
that is highly interactive. Adragogy tends to be process driven.

Assessor — The person appointed by the EQM to undertake evaluation of a provider application for
accreditation against the EQM.

Certificate/ Diploma — A written document, which certifies a person according to achievement and
attendance of a course or either one:
+ Certificate (proof) of attendance refers only to the learner’s participation in a certain course.
« Certificate of achievement refers to the detailed know-how or skills achieved by the learner
during a course.
* Diplomais a certificate issued by an educational institution, certifying that the learner has
successfully completed a particular course according to the rules and specifications of that course
(certifies both attendance and achievement).

Certificate on demand — A certificate or proof of attendance that is only handed out when requested by the
learner.

Competence assessment — It can be a written, oral or practical evaluation of the learning process. It can
include a different range of activities used to assess the learning and competences achieved.

Contact Person — The person who will complete the application for EQM and has responsibility for the Quality
Mark within the organisation.

Course content — The topics of the course, course plan, goals and methods of a course.

Course evaluation — Includes not only the evaluation of the courses provided but also the evaluation of all the
activities performed by the organisation in relation to the course in matter.

Course information — Information about:
*  The topic and main contents of the course
*  Practical information (location, duration, cost, registration)
*  Information about any assessment procedures, voluntary or compulsory, either offered by the
provider or elsewhere
* Information about what sort of document (certificate of attendance or achievement) will or can be
received at the end of the course.
Course information may also include more detailed information about contents (course plan, goals and methods)
and/or methodology.

EQM — European Quality Mark. The European Quality Mark developed by the Leonardo project RECALL as a
quality assurance mark for non-formel providers.



Feedback — Any type of information given in response to the courses/organisation by the learner and/or other

stakeholders.
Learner — The person involved in the learning activities.

Learner needs/objectives — What the learner wants or needs to know/improve related to a specific area of
learning.

Learning environment — The facilities offered by an organisation which provide the support necessary for a
learner to achieve the goals of a course.

Learning goals — A written statement which identifies what the learner should know, understand or be able to
do at the end of the course.The actual goals of the learning, the intended outcome of the learning

Learning provision - Everything the provider has to offer that is directly related to a specific learning activity,
including teaching activities, administration and service.

Provider — Any organisation involved in delivering and supporting learning.

Provision — Everything the provider has to offer, including teaching activities, administration and service.

Quality Criteria — A measure of quality against a given set of standards or guidelines. An explanation of how

to measure the detail of individual standards. These standards include the quality values of the organisation and

the range of quality accepted as good enough to ensure achievement of aims and outcomes. It can be read as:
indicators, routines, standards, tools, instruments.

Staff — Everybody who works in an organisation, from office workers to teachers, administrators, etc.

Staff training — Includes all types of training (long or short-term training, formal or informal meetings with an
aim for the staff to learn something, formal, or non-formal courses, etc) done for the staff of the organisation to be

better prepared to carry out their work.

Teacher — The person responsible for delivering the learning. It includes tutors, trainers, facilitators or any other
person leading learning activities.

Training/ Course — Any practical or theoretical training related to a specific subject matter. It can be informal
training, a more structured non-formal course on a certain subject or a course carried out by a formal education
institution.

The EQM developers wish you good luck
in your work with quality!

Information about EQM, application and your national EQM Authority is found on the EQM website:

www.europeanqualitymark.org
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