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The QATRAIN project has been initiated to assist in 

• exchanging and spreading best practices in managing quality in language education 

• enhancing enduringly the quality of foreign language service providers  

Its main aim is to work out collaboratively an entire quality assurance system comprising a set of criteria 

for internal and external assessment, a set of procedures for their implementation as well as 

appropriate training for the team of assessors.  

The philosophy of QATRAIN is to encourageimproving and enabling teaching and learning experiences 

rather than being prescriptive or judgmental, so that alllanguage learning service providers, regardless 

of size and scope, are empowered to maximise their resources, opportunities and capabilities. 

 

The set of criteria in theISQALE Quality Improvement Scheme provides a frame of reference for assessing 

and self-assessing quality markers in language education.It is intended to be used by any organisation or 

individual performing any conformity assessment activity. Local assessment units or agencies in 

different countries may need to adopt suitable organisational arrangements to provide the right 

conditions for the assessment process to be carried out to the best effect. The Quality Improvement 

Scheme is a highly specialised but flexible quality model which may be further customised according to 

country-specific requirements.It can be used for internal and external assessment in its entirety or it can 

supplement existing Quality Assurance Schemes.  

 

Achieving astandard based on the Quality Improvement Schemeand its proceduresrequires the language 

learning service provider to demonstrate to qualified, independent assessors of the local assessment 

unit that its practices satisfy the standards, i.e. it conforms to flexible but defined quality specifications. 

 

Documented and accredited systems have external and internal advantages. The Quality Improvement 

Scheme is intended to provide reassurance for customers and stakeholders that there is a concern for 

quality and that certain standards are being met. The most important motive among companies 

registering for quality awards is the need to offer a validated guarantee of quality but it is not unusual 

for more virtuous aims to be expressed, such as the expectation of business benefits arising from a 

rigorous assessment of existing organisational practices.  They are a useful marketing tool, raising the 

profile and image of an organisation which can help, for instance, with recruitment. They may also be a 

requirement to obtain contracts for work, but they also have internal advantages in making sure that 

the organisation is managed efficiently and effectively. 
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Documented and accredited systems in language education function at their best when they are well 

grounded in a set of descriptors (ctriteria) but also when they are applied in accordance with a set of 

principles and relevant procedures.  

 

2. Principles of quality assessment 

2.1 Internal and external assessment 

Assessment is a performance evaluation; and it is accomplished through a process based on self-study 

and reflection (internal quality assessment) and/or peer review (external quality assessment) using 

defined criteria.  

Internal quality assessment is a process by which organisations and institutions assess their policies, 

systems, and practices internally. Internal assessment, drawing inspiration from general quality 

principles and from the philosophy of continuous improvement, aims to reflect on teachers’ professional 

practices and learning experiences with a view to finding ways of improving teaching and learning 

standards and to set up action plans. Therefore, institutions need to be motivated to establish their own 

internal mechanisms for creating, sustaining, and enhancing the quality culture in their educational 

establishment.  

External quality assessment involves external organisationsand consultants monitoring internal 

organisational procedures and providing objective suggestions (professional advice) for quality 

improvement. The efficacy of external quality assessment, should institutions opt to get involved in such 

a process at some point, would therefore be largely determined by the effectiveness of the institution's 

own internal quality systems and processes.  

 

Assessment may take place on a number of different levels: 

- first level audit (internal assessment) 

- second level audit (subject to statutory inspection by the local authority in which it is 

geographically situated) 

- third level audit (the Quality Improvement Scheme is an option for observing quality standards, 

without the ‘reward’ of broad international recognition but also without the ‘stick’ of rigid and 

possibly expensive assessment processes. 

- fourth level audit (participating in an international accreditation scheme, such as EAQUALS or 

ISO, and gaining certification by a recognized body) 
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As well as the way in which the audit is conducted, which type of audit an organisation selects and when 

it takes place, an audit can be critical to the successful achievement of quality standards, particularly 

where a new quality programme is being introduced. Most language learning service providers may wish 

to offer an element of internal assessment followed by external verification. 

2.2 Process approach  

The Quality Improvement Scheme is a quality development tool which has been devised specifically for 

language schools, University Language Departments  and other language learning service providers. It 

promotes the adoption of a process approach when developing, implementing and improving the 

effectiveness of a quality management system, in order to enhance customer satisfaction by meeting 

customer requirements. 

For an organisation to function effectively, it has to determine and manage numerous related activities. 

The application of a system of processes within an organisation, together with the identification and 

interactions of these processes, and their management to produce the desired outcome, can be referred 

to as the “process approach”. 

An advantage of the process approach is the ongoing control that it provides over the linkage between 

the individual processes within the system of processes, as well as over their combination and 

interaction. 

When used within a quality management system, such an approach emphasizes the importance of 

• understanding and meeting requirements, 

• the need to consider processes in terms of added value, 

• obtaining results of process performance and effectiveness, and 

• continual improvement of processes based on objective measurement. 

In addition, the methodology known as “Plan-Do-Check-Act” (PDCA) can be applied to all processes. 

PDCA can be briefly described as follows. 

Plan: establish the objectives and processes necessary to deliver results in accordance with customer 

requirements and the organisation's policies. 

Do: implement the processes. 

Check: monitor and measure processes and their outcomes against policies, objectives and 

requirements for the outcomes and report on the results. 
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Act: take actions to continually improve process performance. 

2.3 Principles of good assessment 

As assessment is central to the recognition of achievement, the quality of the assessment istherefore 

important to provide credible certification. Credibility in assessment is assuredthrough assessment 

procedures and practices being governed by principles such as:  

• Fairness 

• Validity 

• Reliability 

• Practicability 

These principles help to allay the concerns and anxieties of users of assessment results. Thelearners, 

teachers, employers, language learning service providers and other stakeholders want the 

assurancethat the assessment results are credible. Fairness, validity, reliability and practicability will 

lend credibility and professionalism to assessment.  

In addition, these principles operate effectively when they are combined with the general principles of 

Quality Assurance procedures: the systematic and continuous character of assessment, the integrated 

character of assessment, the top-down and bottom-up approaches in assessment, the unity of 

standards and innovation.  

2.3.1 Fairness 

Assessment should not in any way hinder or advantage a teacher or a language learning service 

provider.Unfairness in assessment would constitute: 

• Inequality of opportunities, resources and approaches. 

• Bias in respect of ethnicity, gender and sexual orientation, age, religion, disability, social class and 

race. 

• Lack of clarity in terms of what is being assessed. 

 

Fairness in assessment comprises the following: 

• The above-mentioned aspects are taken into account and addressed, so as to ensure that none of 

them influence the assessment process and its outcome. 

• The assessment process is clear, criterion-based, transparent and available to all language learning 

service providers 

• Appeal mechanisms and re-assessments are accessible to all language learning service providers. 
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2.3.2 Validity 

Validity in assessment refers to measuring what it says it is measuring, be it language knowledge, 

subject content, curriculum and syllabi, managerial, teaching, learning skills,environment and safety, 

learners welfare, etc.Validity in assessment means that assessment procedures, methods, instruments 

and materials have to match what isbeing assessed.In order to achieve validity in assessment, assessors 

should: 

• State clearly what outcomes are being assessed. 

• Use an appropriate type or source of evidence. 

• Use an appropriate method of assessment. 

• Select an appropriate instrument of assessment. 

 

2.3.4 Reliability 

Reliability in assessment is about consistency. Consistency refers to the same judgementsbeing made in 

the same, or similar contexts each time a particular assessment for specifiedstated intentions is 

administered.Assessment results should not be perceived to have been influenced by variables such as: 

 

• Assessor bias in terms of the learner’s gender, ethnic origin, sexual orientation, religion,like/dislike, 

appearance and such-like. 

• Different assessors interpreting standards or observation criteria inconsistently. 

• Different assessors applying different standards. 

• Assessor stress and fatigue. 

• Insufficient evidence gathered. 

• Assessor assumptions about the school, based on previous (good or bad) performance. 

 

To avoid such variance in judgement, assessments should ensure that each time anassessment is 

administered, the same or similar conditions prevail. Also, that the procedures,methods, instruments 

and practices are the same or similar. Crosschecking methods should be applied consistently using 

different sources of evidence. Evidence should be confirmed ideally by two independent assessors.  

 

2.3.5 Practicability 

Practicability refers to ensuring that assessment takes into account the availability offinancialresources, 

facilities, equipment and time. Assessment that requires elaborate arrangements forequipment and 

facilities, as well as being costly, will make the assessment system fail. 
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2.4 Evidence 

 

All the different forms of assessment have one aspect in common: the collection of evidence. 

Evidence can be defined as the proof produced by a language learning service provider that shows that 

they comply with the requirements of thecriteria of the standard they wish to gain credits for. 

 

Evidence can come from a variety of sources (academic and administrative documentation, lesson 

observation, meetings with staff and learners, etc.). It is the responsibility of the assessors to ensurethat 

enough and the appropriate evidence has been collected to make an accurate judgementabout a 

school’s performance. 

2.4.1 Quality of evidence 

Evidence should be: 

- valid (Evidence is not automatically valid (or invalid), but rather, it should be appropriate to what 

isbeing assessed.) 

- authentic(Where indirect evidence is produced, the assessors have to verify that the evidence is 

the school’s or the teacher’s own work.) 

- sufficient (The use of various sources of evidence and a variety of assessment activities assist in 

ensuring that the evidence is sufficient. This will ensure that enough evidence is provided to 

meet all the criteria.) 

- current (Currency refers to the applicability of knowledge and understanding in the present 

circumstances.) 

2.4.2 Types of Evidence 

There arethree main types of evidence: 

a) Direct evidence 

Direct evidence is actual evidence produced by the teachers, students and other staff of the language 

learning service provider. This is the most valid type ofevidence. Direct evidence also easily establishes 

authenticity. This should be the assessors’primary source of evidence. Examples of direct evidence 

include: 

• direct observation of lessons  

• questioning teachers/learners/staff 

b) Indirect evidence 
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Indirect evidence is evidence produced about the school from another source. This is usuallyin the form 

of reports of third party sources, i.e. sources other than the assessors. Indirectevidence can be used to 

verify the authenticity of other forms of evidence. In addition, it maybe necessary to corroborate these 

forms of evidence. Sources of indirect evidence include: 

• Work completed at an earlier stage 

• Performance appraisals 

• Training records 

• Testimonials 

• Customer/client ratings of teaching, learning environment and other services 

• The language learning service provider’s website and promotional materials 

c) Historical evidence 

This type of evidence tells the assessors what the school was capable of doing in the past. It isthe least 

valid form of evidence because it does not necessarily prove current competence.Historical evidence 

usually needs to be checked for authenticity, but it is still a useful supplementto the assessment 

process.However, historical evidence should not be confused with an ‘extended assessment’. There is,in 

principle, no time limit for evidence collection, and depending on the nature of the activity,assessment 

can take place in one day or over longer periods of time, but this does not mean that theevidence is 

historical.Some examples of historical evidence are: 

• Projects and portfolios 

• Photographs 

• Documentary evidence 

• Reviews and commendations  

• Certificates and qualifications 

• Medals, prizes and trophies 

 

3. The Quality Improvement Scheme 

3.1 Scope 

The refined Quality Improvement Scheme (QIS) is one of the outcomes of the QATrainGrundtvig Project 

partnership. It is intended to 

• broaden the range of criteria in the four selected areas  

•  outline minimal standards within the extended set of criteria  

• better contextualize the criteria according to partners` needs  

• enhance credibility of the language learning services market in the private and state sector 
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The QIS incorporates the broad interdisciplinary expertise of various organisations, the Qatrain project 

partners in particular, involved in standardisation and quality assurance at both national and 

international levels.  

The QIS specifies requirements primarily for language learning services provided by private language 

institutions. However, the whole of it or relevant parts can be applied by state schools and university 

language departments.  

The application of the QIS will vary from country to country, as the national standards applied also vary 

greatly. While in many countries the quality control of language learning services is well established, in 

many countries there is no meaningful regulation. 

3.2Compatibility with other management systems 

This international standard does not include requirements specific to other management systems, such 

as those particular to quality management, occupational health and safety management, financial 

management or risk management. However, this system enables an organisation to align or integrate its 

own quality management system with related management system requirements. It is possible for an 

organisation to adapt its existing management systems in order to establish a quality management 

system that complies with the requirements of this standard. 

3.3 Structure 

The QIS consists of sets of quality criteria in four sections: Management, Academic Support to Teaching, 

Teaching, and Learning. This system has a dual function and can be equally effective for internal 

assessmentof quality as well as for external quality evaluation done by expert assessors. 

All requirements of this international standard are generic and are intended to be applicable to all 

organisations, regardless of type, size and product provided. Where any requirement(s) of this scheme 

cannot be applied due to the nature of an organisation and its services, this can be considered for 

exclusion. 

4. Areas of application and groups of users 

The QIS is intended to be used as an assessment procedures system in language institutions in the 

private and state sector.  The application of the QIS as an internal assessment system in language 

institutions will enable all stakeholders within the organisation to perceive the high value of learning 

and teaching as judged by learners, teachers and staff as well as by managers.  
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At the same time the outcomes of this self-assessment can be used for periodic external assessment 

procedures conducted by external experts who will validate them. Various institutions in the private or 

state sector(language centres, schools, language departments of universities) can adopt the 

QISregardless of institution size, number of teachers employed, or number of students registered. The 

QIS is intended to be flexible and adaptable to the particular needs of particular types of institutions. 

The proposed criteria and procedures for quality assurance can be used either on their own adapting 

them to the local context or that they can be used as a supplement to the existing inspection schemes 

and procedures of national associations for quality language services or of other educational 

institutions. 

The separate sections of the QIS can alternatively be used separately by individuals or groups of 

individuals. For example, the section on Teaching can be used by an individual teacher (either novice or 

experienced) interested in self-assessing his/her teaching activity on a particular language course; it can 

also be used as a self-reflection instrument by a small group of teachers involved in similar language 

courses: or it can be used at a department level for self-assessment of all language courses.  

 

5.Procedure of using the Quality Improvement System for External Quality Assessment  

5.1. Quality planning 

5.1.1 Quality policy 

Introducing quality assurance requires planning for change. To be effective, planning for quality has to 

be cyclical so that the organisation becomes engaged in a continuous process of improvement.It is 

important that at an early stage, the change process should address the foundations of quality action. 

The mission and policy statements characterize an organisation’s commitment and perception of quality 

and strategic objectives which should guide all quality action.The quality policy should stem directly 

from the mission statement and set out what is to be done to achieve the mission. The policy should set 

out the intention to: 

- establish systems and processes for implementation of the policy 

- identify customer needs and requirements 

- assess the organisation’s ability to meet customer needs and requirements 

- provide focussed education and training for all staff 

- review quality systems and processes regularly. 

5.1.2 Quality plans 
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The adoption of quality plans should be a strategic decision of an organisation. Planning should be 

holistic and should start with a strategic overview to be refined at tactical and operational levels. The 

design and implementation of an organisation's quality management system will be influenced by 

- its organisational environment, changes in that environment, and the risks associated with that 

environment, 

- its varying needs, 

- its particular objectives, 

- the services it provides, 

- the processes it employs, 

- its size and organisational structure. 

It is not the intent of these Guidelines to imply uniformity in the structure of quality management 

systems or uniformity of documentation. 

5.1.2.1 Analysis 

The first stage in developing a quality plan is to analyse the current situation. This might include 

analytical methods such as: 

- market research (including data collection, analysis of customer feedback, etc.); 

- SWOT analysis (systematically analysing the organisation’s strengths, weaknesses, opportunities 

and threatsso as to determine whether customers’ needs and requirements are currently being 

met); 

- flow charting (representing diagrammatically the series of events, activities, stages and decisions 

that make up a service process) 

- benchmarking (establishing the best performance in the field and planning continuous 

improvement to match best practice). 

5.1.2.2 Objective setting 

Strategic planning requires the development of goals based on the mission statement and quality policy. 

Quality objectives outline detailed targets for the quality plan to achieve. Although they should derive 

from strategic goals, they are of direct, practical relevance to operational levels of the organisation. 

Objectives should be SMART, that is, specific, measurable, achievable, realistic and time-bounded. 

 

5.1.2.3 Quality action planning 
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An action plan formulates the strategy for achieving the organisation’s quality objectives. An action plan 

must also set out how the outcomes will be evaluated. A tabular form is useful for conveying the 

essential information: what, when and who. Measures are also key: the discipline of setting these at the 

planning stage helps to focus on what the activity is intended to achieve and therefore what the end 

result should be. If there is no clear or beneficial end result, the activity or the objectives need to be 

reconsidered. For reference, see part of a hypothetical action plan in Annex 5. 

5.1.2.4 Implementing the quality plan 

Quality assurance models are in abundance: it is up to the language learning service provider to adopt or 

develop a suitable one. For example, a widely used approach of quality management is Total Quality 

Management (TQM). TQM can be described as a philosophy that links policy and operational practice. It 

covers all aspects, areas and people of an organisation. TQM involves every member of the organisation 

in a process of continuous improvement. TQM 

- must be TOTAL, because it requires complete and unqualified commitment on behalf of 

everybody in the organisation; 

- is all about QUALITY, which means meeting the wants and expectations of customers; 

- involves MANAGEMENT, led from the top. 

This means that every person and every activity in an organisation becomes involved in quality. Key 

concepts, central to TQM are: 

- continuous improvement; 

- teamwork, involving trust and empowerment; 

- focusing on the customers’ wants and expectations. 

5.1.2.5 Monitoring and evaluating quality performance  

Each level of the quality plan requires monitoring and evaluation systems using quality tools and 

techniques to produce data on performance. An external audit is one of the most reliable tools in this 

regard.  

5.2 External assessment: overview 

External assessment may be divided into four phases: 

(1) Preparationon the part of the assessor and the assessed institution: application procedure, 

appointment of the assessing team, establishing purpose, scope and plan of assessment, etc. 

(2) Performance from the opening meeting through information gathering by conducting interviews, 

observing practice and examining records, to analysis 

(3) Reporting phase including a meeting for providing oral feedback to the managers 
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(4) Writing a formal report and follow-up procedures. 

 

The following diagram illustrates the main stages and the cyclical nature of the assessment process: 

 

5.3. External assessment: preparatory stage 

 

5.3.1 Preparation for assessment on the part of the audit team 

Preparation starts with the formation of an audit team, comprising a number of (usually two) 

independent, trained assessors. The number of assessors in any audit team will vary from country to 

country and according to the particular context (scope of the audit, size of the school, financial and time 

constraints, etc.) 

At this stage, the assessors meet and plan the assessment, making decisions about the assessment 

schedule, methods, assessment instruments, activities, type and amount of evidence required, etc. The 

assessors read and discuss the documentation received from the Institution. They also closely examine 
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the results of the internal assessment. The assessors have to keep in mind the credibility of the 

assessment, i.e. the principles offairness, validity, reliability and practicability, which must be at the 

forefront during planning. 

Apart from the obvious advantages of sharing the planning for the assessment, these meetingscan also 

serve as moderation meetings where assessors review each other’s plans and materialsand discuss 

issues such as assessment strategies, evaluation of past assessment materials, newapproaches and 

strategies.  

During the preparation phase, the assessment team will preferably have made contact with the 

manager (or designated contact person) of the provider informing them verbally and then formally in 

writing of the assessment purpose and schedule. Practice on the period of notification may vary from 

provider to provider, but 30 days is common practice.  

The dates and time during which the assessment takes place need to be negotiated so that the assessors 

can meet with key personnel and observe a representative sample of teachers, course types and levels.  

 

5.3.2 Preparation for assessment on the part of the Institution 

During the preparatory stage, at least four weeks before the assessment, the school management 

submits an application form for external assessment in which it also specifies the preferred date of 

assessment. The local accrediting body acknowledges the application, appoints the assessment team 

and sends a letter of confirmation to the applicant within one week. 

The school management, within two weeks after receiving confirmation, sends in a timetable of its 

classes and activities during the assessment period. It indicates the availability of managerial staff, 

teachersand learners for meetings. It also sends the electronic version of the required documentation as 

well as the outcomes of the latest internal assessment.  

In the meantime the management acquaints its staff with the forthcoming external assessment process. 

Changes to the assessment schedule are suggested if needed.  

The schedule of the assessors’ visit includes the following (not necessarily in the same order) stages: 

• Meetings with managers, academic coordinators, administrative staff; 

• Review of a representative sample of documents (administrative, academic, promotional); 

• Classroom observation of a representative sample of classes including different type of courses, 

levels, teachers; 

• Meetings with  teachers and students (individuals or groups); 
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• Review of academic resources and teaching materials ; 

• Inspection of premises and safety regulations. 

 

5.4. External assessment: assessment stage 

5.4.1 General considerations 

The external assessment requires the systematic collection of information from a number of sources. 

The principal information gathering techniques an assessor will employ are as follows: 

- examination of records (syllabi,reports, forms, plans, handbooks for teachers and learners, 

questionnaires, administrative specifications, instructions could all form evidence under this 

heading); 

- observation (of classrooms, premises, lessons); 

- interviews with key managerial personnel, teachers, learners , (parents if applicable) - this 

information then needs to be verified by other means to ensure it is accurate). 

 

The assessment process is based onevidence provided by the organisation as well as the practices found 

to be well established in the organisation. It will involve a thorough review of all documentary evidence 

and interviews with a representative sample of staff at all levels of the organisation. The time for this 

will naturally depend on the size and complexity of the organisation - one to three day assessment 

periods are common practice.  

The assessing team should meet regularly during the process to check their findings with one another 

and highlight any areas which need to be followed up. The report will gradually take shape during the 

assessmentprocess and the assessed institution should preferably be kept informed of any potential 

problem areas so that the report does not contain any major surprises.  

Obviously, different organisations will have different approaches to business planning and management, 

communication with staff and to training and development. There is no single or preferred approach 

except in issues where current legislation needs to be met, such as health and safety, discrimination, 

etc. Beyond this, the assessment process respects each organisation’s practices and the way it meets 

the standard.  

 

 

 

 



QATrain Guidelines for External Quality Assurance  
 

 18 

5.4.2 On-site assessment 

 

The assessment starts with an introductory meeting in order to get acquainted and finalize the 

assessment schedule. The assessors confirm again the procedures for the assessment and reach an 

agreement with the Institution on how the evidence is to be collected and presented. It is important 

that all parties understand from the outset what their roles and responsibilities arein terms of their 

assessments. Assessments are meant to be as clear and transparent as possible, therefore language 

institutions should know the kinds of assessment activities that they will be involved in as well as their 

responsibility regarding the collection of evidence.In addition, the assessor and assessed  should both be 

satisfied that the timing of the assessment is suitable, that the opportunities identified are suitable, and 

the venue of the assessment is fit for purpose.Also, the clearer the school is on the assessment, the less 

likely an appeal against the assessment decision can be brought. 

Next, the assessors conduct the assessment and collect the evidence. They should ensure that the 

assessment is conducted in an appropriate and nonthreatening environment. The judgement of the 

evidence can only take place against the pre-determined assessment criteria. The assessors must guard 

against including superfluous information or evidence in the assessment and against ignoring the criteria 

due to pre-conceived ideas about the school. 

Assessment will include a tour of the premises and class observations. In many cases, the first class 

observation is done by all assessors and it is followed by a brief meeting to standardize their evaluation 

criteria.  

The assessors endeavourto observe as many teachers, course types and levels as possible. As a general 

rule, assessors should aim at observing at least 50% of those. Each teacher prepares a lesson plan, a 

copy of the materials to be used and leaves these for the assessor before the start of the lesson. The 

assessors` behaviour is friendly but they do not comment on or provide feedback to individual teachers 

and staff. They do their best not to disturb the learning process in any way.  

The assessors allot sufficient time for reviewing academic resources, checking the learner environment 

and safety regulations. They may use checklists for those. They meet with the administrative and 

academic managers of the school and with key personnel.  The assessors also meet with representative 

groups of teachers and learners and/or talk to individual teachers and learners. In this way they 

crosscheck the information submitted by the school before the assessment. The assessors also review 

samples of academic and administrative documents. They evaluate all categories and criteria of the 

minimum standards of the Quality Improvement Scheme and fill in the Summary table comparing their 
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results with those of the Internal Assessment (if it is available). They also evaluate the extended list of 

criteria (the full version of the QIS) to explore possible areas of excellence.  

The records, the assessment instruments and materials have to be stored safely in case of appeals and 

for quality assurance purposes, i.e. moderation. 

 

5.5. External assessment: reporting and closure 

5.5.1 Reporting 

If the assessment has been conducted sympathetically and with optimum co-operation, the 

performance and reporting phases may merge into one another so that the assessed institution is 

getting feedback from the assessor on how the organisation is performing against the criteria. 

Therefore, the report starts to be compiled right from the beginning of the process because it must 

contain information about the preparation phase including the scope and purpose.  

The written report is a communication tool which the language institution can use in the process of 

continuous improvement. Completed checklists would not normally be included but summarized and 

referred to as evidence for the observations and findings which the report records.  

The contents of the report must be verifiable: expressed in straightforward language and based on 

evidence. Judgements cannot be avoided but they should be clear, understandable and based on 

evidence gathered. The report should close with a summary providing an overall assessment of how well 

an organisation is doing. A balance should be made highlighting those processes which are working and 

those where improvement is advisable.  

Written reports distinguish between recommendations (or suggestions) which provide professional 

advice for improvement and which are not obligatory and requirements which indicate that a criterion is 

not met and provide specific instructions how it should be done within a fixed time frame. In the case of 

the latter a partial re-assessment will be carried out in due course.   

In some countries, the report may be submitted to an External Assessment Committee within one to 

two weeks after the external assessment. The External Assessment Committee may consist of some 

experts who are not in direct competition with the assessed school. They review the report, contact the 

assessors for further information if needed and finally the report is sent to the school within one totwo 

weeks after endorsement by the Committee.  

The final report may be sent with a covering letter inviting the Institution to respond with an action plan 

following the requirements (if any) and prioritised recommendations, within a given time frame.  
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5.5.2 Closure 

It would normally rest with the assessmentteam leader to look out for the auditee’s response to the 

report. An action plan identifying causes and solutions, with a time frame and identifying people 

responsible would be ideal. Any objections on the part of the assessed institution will be normally 

resolved prior to the formal endorsement of the report. The best way to avoid dissent is when the 

assessors present their positive and negative evaluative remarks completely and accurately during the 

feedback meeting and get additional explanations and clarifications from the Institution where needed. 

The written report should not contain any new suprising evidence or judgements. The Institution may 

also check the report for factual inaccuracies before it is submitted to the External Assessment 

Committee for a final verdict.  

Evaluating the assessment process so that the assessment team can learn lessons to use in the future 

should be one of the features of the closure phase. The process of assessment itself should have 

performance indicators against which to measure its own activity. Continuous improvement applies as 

much to auditing as it does to any other activity.  

 

5.5.5 Re-assessment and Appeals 

The assessment process has to have a built-in process for re-assessment. When schools have to undergo 

re-assessment, they have to be given detailed feedback so that they can concentrate on areas of 

weaknesses. Ideally, continuous formative assessments should minimize the need for re-assessment 

as the assessor and the Institutionagree on a summative assessment only when they both feel that the 

school is ready for it. 

In so far as circumstances warrant, re-assessment should comply with the following conditions: 

• Re-assessment is done on the basis of a requirement in the written report 

• Re-assessment should take place in the same situation or context and under the same conditions 

• The same method and assessment instruments should be used. 

 

Care should be taken regarding the length of time between the original assessment and the re-

assessment.  

In the rare case when a language institution is dissatisfied with the conclusions in a report it should be 

ensured that there is an appeals procedure in place, i.e. there is scope for appeals against 
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anassessmentdecision. Learning service providers should be secure in the knowledge that they can 

appeal against an unfair assessment. 

 

Appeals can be brought against: 

• Unfair assessment 

• Invalid assessment 

• Unreliable assessment 

• The assessor’s judgement, if considered biased 

• Unethical practices 

 

6.Improvement of service quality based on external assessment 

Since quality assessment should be an ongoing and continuous process, it is also strongly recommended 

that the QIS system should be revisited after a certain period of time,after the partial or full 

accomplishment of service quality objectives to serve as a basis for comparison and, therefore, offer 

itself as a measure of improvement.  It is generally recommended that 3 years after initially meeting the 

standard, the organisation should be re-assessed.  

Commitment to quality is key to any successful organisation. According to TQM, the whole organisation 

is to be engaged in implementing change to ensure continuous quality improvement. Staff at every level 

need to be engaged in the process and to have the full authority and power to act. 

TQM requires the development of a learning organisation. This is often described as an environment 

where there is continuous training, education and retraining to make sure that change is implemented 

smoothly. The learning organisation is also an environment where staff feel valued because the 

organisation is investing in them and their personal and professional development. 

A mastery of systems thinking is also recommended: an ability to see the whole picture and the 

relationships within it. Systems thinking is a conceptual framework in itself which provides the tools to 

diagnose and correct system faults – very much in line with the audit-correct process in quality. 

 

7. Assessors 

7.1 Assessor selection 

In order to improve the accessibility of our standards, particularly to small businesses, a pool of 

assessors will be trained in the partner countries participating in the QATrain project.  

Individuals who will be selected as external assessors are experienced professionals (fully qualified 

teachers, teacher trainers or/and managers) who know the language learning area well, have undergone 
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training for assessment, and have credibility among assessors and within their area of knowledge and 

expertise. They should also possess a high level of personal and interpersonal skills. In addition: 

 

• Assessors should be trained and competent in carrying out quality assessments 

• Assessors should give clear, consistent and unambiguous instructions and professional advice  

• Assessment criteria and guidelines for standards should be adhered to 

• Assessors should not work in isolation but rather, communicate with one another 

• Assessors should be subject experts in their learning fields 

• Always more than one assessor should be involved in the assessment 

• Assessors should use checklists, or other objective forms of assessment, in addition toother 

assessment instruments 

• Internal and external moderation procedures for assessment should be in place 

• Clear and systematic recording procedures should be in place 

• Assessors should follow a strict Code of Ethical Behaviour  

After the initial training, the work of these assessors is continuously moderated so that validity and 

reliability of assessment is maintained.   

 

7.2 Moderation 

Moderation ensures that language learning service providers who are being assessed are assessed in a 

consistent,accurate and well-designed manner. It ensures that all assessors are using comparable 

assessment methods and are makingsimilar and consistent judgements about schools’ performance. The 

importance of moderating systems can therefore not be over-emphasised. This will ensure that the 

system is credible and that assessors behave in ethical ways. Furthermore, moderation in this quality 

assurance scheme is a means for professional interaction and upskilling of practitioners so as to 

continuously improve the quality of assessment in general.  

Moderation systems combine external and internal moderation. Both external and internalmoderation 

systems must ensure that all assessors produce assessments that are credible, fair,valid, reliable and 

practicable. 

External moderation involves: 

• Checking that all staff involved in assessment are appropriately qualified andexperienced 

• Checking the credibility of assessment methods and instruments 

• Checking internal moderation systems 
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• Checking assessors’ decisions 

 

Moderation systems established have to be consistent with capability and means. External 

moderationsystems may vary from country to country, but they should facilitate and ensure that these 

activities can be done effectively and efficiently. 

 

8. Annexes  

1. QIS– Management 

2. QIS– Academic Support to Teaching 

3. QIS–The Process of Teaching 

4. QIS–The Process of Learning 

 

5. Quality Action Planning – part of a hypothetical action plan 

 

Date 
 

Action Measure 

1.10.2015 Presentation to senior 
management team by Director 

Notes included in presentation 
pack 

By end October 2015 Include discussion of service user 
involvement in all individual 
supervision sessions re: purpose, 
agenda, intended outcomes, 
frequency of proposed meetings 

Recorded in notes from 
supervision meetings 

Week beginning 1.11.2015 Provide training for staff who 
will lead service user meetings 

Budget spend; evaluation forms, 
attendance record 

By end November Team leaders to hold first 
service user discussion meeting 
in each project 

Record in minutes of meeting; 
verbal report in supervision 

By end February Director to attend each service 
user meeting 

Verbal report in supervision 

By end April From a representative service 
user group drawn from 
individual project meeting 
groups to meet with 
management team 

Written and verbal records 
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