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Introduction

Qualifications Network Limited (QNUK) is committed to providing learners with the opportunity to succeed and
to enjoy a positive learning experience. To achieve this, we provide support to learners both directly and
indirectly through our approved centres.

As part of our commitment to providing this support we have developed, implemented and continually maintain
this Customer Service Policy.

Document control

Document owner: Compliance Manager
Date last updated: 02/02/2024

Next review: 01/02/2026

Status: Approved

Version: V5

Document control number: Pol: CSP

Document review

All QNUK policies are reviewed on a regular basis, usually at least bi-annually. This policy will also be reviewed as
required due to feedback from stakeholders or in line with changes in legislation, regulation or industry best
practice. A full review will also be undertaken should any issue arise, whether internal or external, that QNUK
considers could impact on the way in which Customer Service is managed.

Version Date reviewed Section Details
Vi N/A N/A Original
V2 01/02/2019 All Redesign layout
V3 01/02/2021 N/A Addition of additional KPlIs.
Va4 02/02/2023 All Spelling, punctuation, and grammar
Redesign layout. Update to SLA on certificate
V5 02/02/2024 All turnaround. Change of email address for accounts
team.

Document audience and availability

Audience

This policy is intended for all individuals, centres or other third parties who use, or seek to use, the services of
QNUK. It is also for use by QNUK staff, including freelance staff and contractors, plus any relevant third parties
who may need to be aware of the content of this policy as part of their role.

Availability

A copy of this document is available to all employees via shared folders held within a secure portal accessed via
Microsoft SharePoint.

© Qualifications Network Ltd Pol: CSP V5 2
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Where necessary, for instance for a short-term contract, a single copy of this document may be issued to

individual contractors and other non-direct employees. One may also be issued to other relevant third parties,
such as a Regulator, on request.

This policy is also available to all Centres via the secure Centre Log-in area accessed via the QNUK website at:
http://MyQNUK.co.uk.

Scope of this document

The Policy outlines our approach to providing support to our approved centres, learners and other Stakeholders
in relation to the qualifications offered by QNUK, including those that are fully regulated offerings and via our
qualification endorsement service. It includes:

e our customer service statement

e our commitment to centres and learners

e our contact details

e our performance targets

Risk management

Risk management runs through all our policies, procedures and processes and is conducted in accordance with
our Risk Management Policy.

Most of our customer service is provided via Centre Support; QNUK’s dedicated team of administrators who deal
with all the day-to-day enquiries and provide assistance to the Approved Centres who deliver QNUK’s
qualifications, plus any potential Centres who are applying to delivery those qualifications. Centre Support will
also deal with any enquiries received from learners who have taken a QNUK qualification via one of the Approved
Centres.

There are various risks to our business that relate to how we support centres. Losing customers is bad for
business, and while we accept some relationships with customers are overly burdensome and not a win-win, it is
our intention to support our centres to grow and deliver efficient, cost effective and compliant courses.

To mitigate many of the identified risks we have centre support managers and administrators who work on a
regional basis. This allows the centre support manager and administrator to build better relationships with centre
and to also support their journey to compliance in a consistent manner.

We encourage centre support administrators to develop and take on their own centres. This not only allows for

personal growth and development but also ensures that there is a mitigation to centre support managers falling
into the risk of conflicts of interest.

Resource requirements
QNUK is committed to ensuring that it maintains adequate resources to ensure that it can meet all its Conditions

of Recognition and other Regulatory Requirements. In this context, ‘resources’ includes staff, equipment and
technology, plus ensuring that all staff are trained and competent in their roles.

Conflict of interest

The aim of our Centre Support Team is to build relationships with centres and their staff; however our primary
goal is to maintain the integrity of regulated qualifications.

Where a conflict of interest is likely to occur due to the over familiarisation and possible favouritism with a
centre, the Compliance Manager is responsible for ensuring the conflict if managed.
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Responsibilities

Centre Support Managers are responsible for:

e Maintaining our commitments as outlined in this document,

e Dealing with customer enquiries, queries and complaints, whether received via email, telephone, mail or
other acceptable form of correspondence, within the timeframes set out in this Policy

e Keeping track of new qualifications and events and products

e Updating records with relevant details of customer interactions and feedback

e Alerting the board of any issues regarding resources or equipment, etc. that affect, or may affect, the
efficiency of the department and / or their ability to meet the required service standards.

The Compliance Manager has responsibility for:

e ensuring that any failures in service standard delivery have been logged and investigated thoroughly to
ensure that there is no endemic issue

e ensuring that any failures in service standard that have, or could have, an adverse effect, are notified to
the relevant regulator, in line with the Conditions of Recognition

e ensuring that any breaches of the Conditions of Recognition brought about by failures in service standard
delivery that have been notified to the relevant regulator are also included in the Annual Statement of
Compliance to that regulator; as appropriate.

Customer service statement

QNUK is committed to providing learners with qualifications that will enable them to achieve their educational
goals and to achieve this in the most efficient and effective manner. To this end QNUK will provide centres and
learners with:

e Qualifications that are fit for purpose, meeting the requirements of being valid, reliable and comparable

e Effective support and communication

e Processes and procedures that are not unduly burdensome but that ensure QNUK’s ability to remain
compliant with all relevant regulations and legislation, using a risk-based approach

e Clear registration and certification processes allowing for the accurate and secure collection of learner
data

e Competitive and transparent fees

e Up to date, user friendly IT systems

We will utilise feedback from our Stakeholders to ensure that our commitment to these goals is maintained.

Our commitment.

To approved centres we will:

e listen to and consult with qualification users to ensure the qualifications and services we provide are
current and in line with market trends and the needs of learners and other Stakeholders

e facilitate a straightforward and supportive application process

e provide an assurance of quality in respect to our procedures and processes

e ensure a turnaround of certificates from receipt of the full paperwork within 7 working days

e prioritise certificate claims for centres with direct claims status

e provide regular training events around the UK and/or via webinar or other video conferencing technology

e provide clear and appropriate advice and guidance to assist centres in maintaining compliance with all
relevant regulations, legislation and the terms and conditions of approval with QNUK

e provide an assurance that our business is conducted in a professional manner at all times and offering
you the best value for money

o offer fair and competitive prices for all our services which are outlined in our Fees and Invoicing Policy

e offer regular updates and information through Social Media and on our own Website

© Qualifications Network Ltd Pol: CSP V5 4



A\

Customer Service POIicy QUALIFICATIONS

NETWORK

e commence the review process for any qualifications we offer at least 18 months prior to the review date

shown on the Register of Qualifications to enable stakeholder input where appropriate

For learners we will:

e commit to recruit and maintain only competent and consistent approved training centres
e ensure centres have access to a range of free and low-cost materials and resources to support your

learning

e development, implement and maintain policies and procedures to enable learning to be uninterrupted

and supported

Service standards

Below are QNUK’s basic service standards showing the timeframes for the main customer service tasks

undertaken by Centre Support:

Task

Service Standard (i.e. within
timescale shown)

Respond to telephone messages

2 working days

Answer standard enquiries e.g. centre application process, qualifications, etc.

2 working days

Answer complex queries e.g. qualification delivery, quality assurance, etc.

5 working days

Provide outcome of Centre Application (following receipt of all required
documentation and evidence)

5 working days

Process Trainer Applications (following receipt of all required documentation
including certificates, etc.)

5 working days

Assign additional qualifications to trainers

5 working days

Process centre qualification applications

5 working days

Acknowledge receipt of complaint or appeal

2 working days

Provide initial response / request for information following complaint or
appeal

10 working days

Issue results / certificates for centre-marked qualifications (following receipt
of all requested paperwork for quality assurance, where necessary)

7 working days

Issue results / certificates for proctored assessments

5 working days

Issue results / certificates for externally marked qualifications (following
receipt of all assessment evidence required for assessment decision)

15 working days

Issuing replacement certificates (following receipt of relevant fee)

7 working days

Map unregulated qualifications and courses for trainer approval

15 working days

Process SIA exam paper orders

5 working days

© Qualifications Network Ltd Pol: CSP V5
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Contacting us

To ensure learners and centres have every opportunity to contact us we have a range of contact options:

Telephone: 020 3795 0559

Postal Address: Qualifications Network Limited
1% Floor Offices, 86A Lancaster Road, Enfield, Middlesex,
EN2 OBX

Website (General): www.Qualifications-Network.co.uk

Website (Centre Management): www.MyQNUK.co.uk

Email (Centre Support) Centres@QNUK.org

Email (External Quality Assurance): EQA@QNUK.org

Email (Finance): Accounts@QNUK.org

Email (Orders): Orders@QNUK.org

General enquiries performance targets

Please see below the timescales utilised:

we aim to answer the telephone within 3 rings during office hours

we will acknowledge emails within 1 hour of receipt during office hours

we will reply to communications within 2 days unless otherwise specified in other policies i.e. our Appeals
Policy

we will process centre approval applications within the time scales set in our centre approval procedures
we will provide centres with outcomes from External Verification Visits within 10 days of the visit

we will process complaints and appeals within the targets outlined in our appeals policy

we will maintain a website with at least 95% uptime

we will inform centres of any planned maintenance by telephone, email or website communication

we will email centres as soon as possible after any unplanned maintenance. We will also publish details
on our Facebook page and X account at the earliest opportunity

we will publish and make available qualification specifications with all newly launched qualifications.

Informing our approach

To ensure continual improvement we are always looking for ways to improve our products and services. This
includes reducing the burden of staff and our resources through efficient working.

When dealing with customer queries and requests, we take consideration of the factors involved and take the
opportunity to identify ways in which our systems and processes can be improved.

Where there has been a failure to meet any service standards or comply with any part of this policy, this will be
reported to the Compliance Manager who will ensure that it is investigated and, where necessary, escalated to
the Governance Committee. If the failure has, or could potentially have, an adverse effect on learners, centres,
the reputation of QNUK or our qualifications, or our ability to comply with any relevant regulations or legislation,
this will be reported to our Regulators as required.
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