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Foreword 

This Quality Assurance document is the result of an ongoing review of LEAD 

Training Services’ (abbreviated as LTS) practices throughout its journey since 

2011, with the NCFHE’s quality assurance standards being the backbone of its 

creation and implementation.  

The contributors and authors of LEAD Training Services’ Q.A manual include 

ongoing feedback from its main staff, clients and students, tutors, graduates 

and former clients, private and public organizations and the general public. 

Experience and ongoing learning are reflected in the initiatives and 

standards that the document stands for. Our clients are not only students who 

desire to take their personal and educational development a step further, 

but they are our benchmarks of quality, through their satisfaction, results and 

feedback given to LTS during and after the duration of their course and 

experience at LTS. Therefore, constructive feedback is essential for LTS as it is 

an indicator of what needs to be addressed and a gauge of what standard 

of quality LTS is currently offering against the backdrop of local and 

international competition.  

LEAD Training Services’ aim is to better the lives of individuals and that of 

companies through education. LEAD Training Services is therefore committed 

to provide effective education with the standards of the Quality Assurance 

manual as being the drive to reach the pinnacle of quality and superior 

further and higher education levels.  

 

Steve Compagno 

Director of Business Development & Quality Management 
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Internal Quality Assurance 

LEAD Training Services firmly believes that every level of its services and 

execution needs to gauged against a high standard of quality. These 

assurance procedures guide all members of staff at LTS to provide a high 

standard of service to its clients and general public. The Guidelines for the 

IQA falls within the parameters of the NCFHE. 

 

The Organization 

 

 

 

 

 

 

 

 

 

 

 

Figure 1.0: Lead Training Services’ Quality Assurance Organizational Chart  
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Organizational Roles: 

 

Team Member Role and tasks which help achieve company goals 

Managing Director: 

 

The role of Lead Training Services’ Managing Director, as the 

owner of the company is vital to the survival of the company 

and its aspirations.   

 

The Managing Director sets the company goals and discusses 

each team members’ individual targets accordingly so as to 

create a synchronized rhythm with each member’s effort in 

order to achieve company goals.  

 

The MD’s contribution to the company include but are not 

limited to: 

 

 Directs and controls the work and resources of the 

company 

 Interviews and recruits staff 

 Devises and leads strategic plans 

 Guides team members accordingly 

 Delegates and supervises team members 

 Prepares and monitors the implementation of the 

annual budget together with the Director of Finance & 

Admin 

 Oversees the company’s financial performance and 

business development opportunities  

 Oversees quality  

 

Director of Finance & 

Admin: 

 

The Director of Finance is tasked with overseeing the 

company’s financial performance, revenue and planning 

of budgeting. 

 

 

The Director of Finance’s contribution to the company 

include but are not limited to: 

 

 Leading and advising on financial planning and 

strategies. 

 Analyzing and reporting on financial performance. 

 Overseeing audit and tax functions. 

 Developing and implementing accounting policies. 

 Preparing forecasts and comprehensive budgets. 
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 Reviewing departmental budgets. 

 Assessing, managing, and minimizing risk. 

 Analyzing complex financial data. 

 Managing internal controls. 

 

Brand & I.T Manager: 

 

An essential part of Lead Training Services’ local success is the 

brand itself, building a recognizable brand and reputation. 

The company’s website, run by the Brand & I.T Manager, 

facilitates clients’ contact and communication with the 

company. This role embraces and enhances the company’s 

Social media presence through various promotional material 

creation, by keeping the brand fresh, valid and relatable.  

 

The Brand & I.T Manager’s contribution to the company 

include but are not limited to: 

 

 managing marketing campaigns including printable 

material, social media and online platforms 

 

 creation and maintenance of the company’s website 

and online portals 

 

 advising the Managing Director on company promotional 

material, design and social media platform opportunities.  

 

 The creation of a promo strategy to maintain consistency 

in branding 

 

 

Director of Business 

Development & Quality 

Management: 

 

This role deals directly with the management and quality of 

education delivery while overseeing processes which 

enhance students’ experience at Lead Training Services. 
 

 

Business Development Function 

 

 Organise and manage the organisation of a number 

of CPD award courses to be held during mornings 

 

 Market courses with local companies and 

government organisations as well as with the general 

public; 

 Research and build a strong network of corporate 

clients to which LEAD Training Services can sell 

participation of employees in courses being offered 

or provide inhouse/bespoke training services; 

 Enquire with relevant trainers and develop bespoke 
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training proposals and quotations to be presented to 

prospective corporate clients; 

 Design, develop and obtain accreditation of new 

CPD Awards in line with the strategic development of 

LEAD Training Services product offering; 

 Organise regular business networking events for HR 

Managers with the aim of commencing or 

strengthening business ties with their organisation. 

 Manage the assessments of the aforementioned 

courses and training services and coordinate the 

preparation of Certificates of Achievement as 

necessary. 

 
 

Quality Management Function 

 

 Act as the main compliance officer in regulatory 

matters with the National Commission for Further 

and Higher Education (NCFHE) 

 

 Further develop LEAD Training Services’ internal 

quality assurance policies and procedures in line 

with the licence conditions; 

 Conduct regular curriculum reviews of accredited 

courses being offered; 

 Guide and supervise other LEAD Training Services 

employees and trainers with respect to quality 

management policies and procedures. 

 

Student Support 

Administration Executive: 

 

The Student Support Administration Executive, handles 

registrations. Being in direct contact with all registered 

students, the person in this role guides students throughout 

their registration process, while keeping them in formed on all 

matters related to their course.  

The role also calls for coordination of the logistics of each 

course. 

 

Credit Control & Student 

Support Executive: 

 

The Credit Control & Student Support Executive takes 

care of registering students for any applicable funding 

schemes and handles any student enquiries related to 

such schemes. The person in charge is also responsible 

for any credit-control. 

 



Quality Assurance Manual 2021: LEAD Training Services  9  
 

Corporate Business 

Development Executive: 

 

 Organise and manage the organisation of a number 

of CPD award courses to be held during mornings 

 

 Market courses with local companies and government 

organisations as well as with the general public 

 

 Research and build a strong network of corporate 

clients to which LEAD Training Services can sell 

participation of employees in courses being offered or 

provide inhouse/bespoke training services 

 

 Enquire with relevant trainers and develop bespoke 

training proposals and quotations to be presented to 

prospective corporate clients 

 

 Help with the Design, develop and obtain 

accreditation of new CPD Awards in line with the 

strategic development of LEAD Training Services 

product offering 

 

 Organise regular business networking events for HR 

Managers with the aim of commencing or 

strengthening business ties with their organisation. 

 

 Help with the management of the assessments of the 

aforementioned courses and training services and 

coordinate the preparation of Certificates of 

Achievement as necessary. 

 

 

 

Equal Opportunities  

LEAD Training Services prides itself in its policy and ethos of equal opportunity in all of 

its procedures. LEAD Training services endorses and respects the rights of all 

individuals involved in their processes – including staff and students, with each policy 

being free from discrimination and harassment on the grounds of marital status, 

family status, sexual orientation, religion, age, disability or race. 

LEAD Training Services believes that education is the right step for each individual to 

reach his or her full potential, and thus endorses a culture which cultivates respect, 

and the constructive process of sharing of ideas ethically and professionally. Such an 

Equal Opportunity environment at LEAD Training Services involves a setting and the 

implementation of polices that do not tolerate bullying, victimization, and any other 

form of offensive behavior which goes against the spirit of Equal Opportunity for all. 

Institutional Probity: Finance & Administration 

The probity of the company and institution depends on two main pillars: 
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a) The competency of all team members 

b) The financial stability of the company 

The leading staff are in charge of the overall management and level of quality 

assurance of Lead Training Services, reaching the objective with the participation of 

the internal staff members. The leading team members exercise a collaborative 

approach, with a management style that welcomes suggestions, encourages and 

motivates strengths of each team member while assisting any needs to help each 

member develop professionally. Such an approach is also visible in the quality of 

service provided to the clients.  

The heads of the institution are required to possess the following minimum 

qualifications and experience: 

a) MQF Level 7 full qualification 

b) 5 years’ experience in education and training 

Financial affairs are handled in accordance with MFSA and legal regulatory 

requirements, while annual audited accounts are publicly available as per 

regulations. Resource funds for the functioning of the institute are conducted by the 

Director of Finance & Admin in consultation with the Managing Director. Such 

financial overview and auspice ensures that the company’s finances are well 

reviewed and guarded, to establish a harmonious balance in the company’s service 

towards its clients and the company’s growth. 

 

 

1. Policy & Procedures  

 

1.1 Students’ Admission Procedures 

 

Lead Training Services’ internal procedure to process an interested client’s 

application to follow a course is detailed in Appendix 1.  

 

The purpose of the Student Admission Procedures (Appendix 2) is to ensure that all 

applicants are given a fair, valid and equal vetting and judgement for admission to 

a course. The minimum requirements for each course are clearly indicated on any 

printed or digital information and promotional materials that the public has access 

to in order to review the preconditions to joining a specific course.  

 

Once the submission application is received, the Student Support and Administration 

Executive assesses whether the applicant satisfies the specific minimum level of 

requirements for the requested program and also checking if the student has a 

minimum CEFR standard of English proficiency required to be able to participate in 

class. The reviewing of qualifications of the candidate is referenced against the MQF 

Levels in accordance to the Malta Qualifications Framework for Lifelong Learning 

Regulations and the NCFHE accreditation levels.  
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When a specific requirement is unclear whether it has been met or if there is the 

need to ask questions, the client is called in for an interview before being admitted 

to the course.  Experience is an alternative route as an entry requirement for most of 

the LEAD Training Services courses, particularly when a student falls short of minimum 

formal qualifications required to join a course.  

 

When an applicant does not fulfill any of the minimum requirements needed to join 

a course, they are advised to and guided on the steps needed to be taken to get 

the necessary qualifications or else, they are provided the option to join an 

alternative course which can act as a satisfying prerequisite to the desired course. 

 

Accepted students are then informed of their admission to the course via an 

emailed Acceptance Letter (Appendix 3) containing their timetable, 

commencement date. The Student Manual is attached to the email for the students 

to familiarize themselves with the processes and structure of the organization. 

 

An applicant who has not met the minimum requirements and is not accepted on 

the course, is sent an emailed formal ‘Rejection Letter’ (Appendix 4). 

 

 

 

1.2 Age of Applicants & Mature Students 

Applicants must be at least 18 year of age by the time of submitting their 

application to participate in any course at LEAD Training Services. In extreme cases, 

LEAD Training Services reserves the right to ask for a copy of the I.D Card of the 

applicant should there be any form of uncertainty or doubt over the applicant’s 

entry age. 

1.3 Mature Students 

Admittance is not solely based on the age of the applicant, but all applicants are 

thoroughly assessed on their qualifications and experience related to the course 

they are applying for. Maturity of the student does not therefore guarantee the 

prerequisite requirement of experience entitling automatic admittance to a course.  

The reviewing of qualifications of the candidate is referenced against the MQF 

Levels in accordance to the Malta Qualifications Framework for Lifelong Learning 

Regulations and the NCFHE accreditation levels. The reviewing of the applicant’s 

experience is based on the CV submitted and occasionally through a face to face 

interview. 
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1.4 Attendance 

A student’s attendance is to be regular and punctual for any form of educational 

achievement. Students must attend at least 80% of the total course in order to be 

eligible to submit their end of course assessment. Attendance records are kept for all 

courses. LEAD Training Services will personally communicate with the student should 

there be any form of poor attendance by a student, in order to discuss such 

absenteeism in confidentiality. Any justified anticipated lengthy or regular 

absenteeism must be communicated to the Student Support Administration 

Executive in writing. 

1.5 Procedure for Student Submission of Course Work & Assessment  

Assignments and any other written assessment needs to be submitted as a softcopy 

(PDF format) to the Student Support and Administration Executive via email, on or 

before the agreed deadline due date. The required format of the submitted 

assessment must include: 

 A Front Cover Sheet with the following details: 

o Full name of the student 

o Identity card number of the student 

o Title of the course 

o Date of the course 

 

 Font: Size 11 

 

1.5.1 Request for Extension 

Students may require or request an extension for their assignment submission, 

providing that there is a valid reason such as: 

 Illness 

 Personal and family issues 

 Any other valid qualifying circumstances 

The student must ask for such an extension in writing via email to the Student Support 

and Administration Executive, at least three days before the submission deadline. It is 

noted that LEAD Training Services understands that there are extenuating 

circumstances, of which such nature does not permit a student to submit their 

request as per above.  In such extraordinary circumstances, the student must 

contact the Student Support and Administration Executive as soon as possible to 

request such an extension. 

After evaluation, the Administration will communicate the length of the extension to 

the student in writing. The extension can be appealed by the student via email at 

least three days after the Administration has communicated the length of the 

extension. Each student can only appeal such an extension once.  
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1.5.2 Late Submission 

The assignment submission deadline is clearly communicated to the students during 

their lessons and in the course information pack. Should a student submit work after 

the end of the deadline, the student is to immediately inform the Student Support 

and Administration Executive. Students are only allowed two late submissions per 

course. After evaluation, the Administration will communicate the length of the 

extension to the student in writing. 

1.5.3 Results  

After submitting the assessments, these are corrected and verified by LEAD Training 

Services. The results are generally published at least four weeks after the submissions, 

however, should  there be any form of delay, the Administration will 

communicate with the students in writing informing them of such a delay. 

Together with a copy of the corrected assessment, the results are sent by email to 

the student.  

Once the results are confirmed and sent to the student, the student has 10 days to 

appeal the results.  

2.0 Graduation Ceremony 

After receiving their results, students are invited to attend a Graduation Ceremony 

where certificates are handed out by the Managing Director.  Students are informed 

of the exact date of the ceremony and are given details of the ceremony in a 

written communication. (Appendix 5). The Graduation Ceremony will only be held 

once the Covid19 restrictions are uplifted and we are given the necessary go-

ahead. 

3.0 Professional Misconduct  

LEAD Training Services believes that all parts of any assessment should involve critical 

thinking, self-assessment and research based arguments. A student’s assignment 

should be a reflection of their own thoughts and research, and should only be the 

result of their own work. Such integrity is at the core of LEAD Training Service’s 

Academic Integrity. 

The following types of professional misconduct is not tolerated by Lead Training 

Services and are considered as violations of the spirit of learning:  

• Plagiarism 

• Cheating in assignments/examinations 

• False citation 
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3.1 Penalties for professional misconduct:  

The maximum penalty for violation of professional conduct is a direct Fail grade in 

the said module.  

The Administration shall, in writing, notify the student within 8 days of the student’s 

misconduct and the student will have the opportunity to clarify and discuss such 

allegations in person with the Administration. The decision on the penalty shall be 

communicated to the student within three days of the hearing. 

 

 

3.2 Assignment Feedback to students: 

Lead Training Services believes in open communication with all of its stakeholders, as 

this clarifies and sets standards to the processes and procedures for all students, staff 

and trainers. Therefore, academic feedback and clear communication is a priority. 

Should a student require clarifications on any part of the module or examination, 

students are welcome to ask for one to one feedback with the lecturer.   
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4.0 Student Disciplinary Action: 

 

4.0.1 Student Misconduct: 

When a student does not follow or respect Lead Training Services’ values, and 

conducts oneself in a manner that negatively impacts or influences the experience 

of students or staff, it is considered as student misconduct. Such misconduct or 

infringements are split into: 

a) Minor Infringement: 

 Infringements of behaviour, which temporarily cause minor disruption to 

the work of the College or fellow students or staff 

 Includes noise, damage to property 

 

b) Major Infringement: 

 Include but are not limited to: 

 Threatening people 

 Injuring people 

 Harassment 

 Stalking 

 Bullying 

 Abuse of substances 

A copy of the written warning shall be retained on the student’s file 

 

 

4.0.2 Absenteeism  

 Any justified anticipated lengthy or regular absenteeism must be 

communicated to the Student Support Administration Executive in writing. 

Such absenteeism includes injuries, sickness and other life situations beyond 

the student’s anticipation or control.  

 

 Unjustified absenteeism and excessive absenteeism, without a valid reason or 

without informing or consenting the Administration, will be treated with 

disciplinary measures accordingly if there is a pattern or consecutive 

absenteeism by the Quality Assurance Director.  

 

 Persistent absenteeism will be treated with fairly. LEAD Training Services will 

personally communicate with the student should there be any form of 
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persistently poor attendance by a student, in order to discuss such 

absenteeism in confidentiality. 

 

5. Students’ Complaints Policy 

 Any form of complaint needs to be addressed to the Quality Assurance Director 

in writing up to 48 hours of the said event which has led to a complaint. LEAD 

Training Services takes any complaints, misunderstandings, dissatisfaction or 

suggestions seriously.  

 

 LEAD Training Services believes that the student has the right to discuss such 

messages in writing. LEAD Training Services will communicate with the students at 

least 48 hours after the said message is received (whenever the nature of the 

complaint allows this to be possible). This communication can be done via 

telephone or an invitation to meet with the Quality Assurance Director in person, 

with one other member of LEAD Training Services present in the room for 

evidence of the discussion.  

 

 All of the outcomes, conclusions, decisions and actions taken up on by LEAD 

Training Services, will be communicated to the student in writing. The student has 

the right to appeal the decision at least 24 hours after the communication is sent. 

Each student has the right for one appeal after the initial communication of the 

outcomes, conclusions, decisions and actions taken up on by LEAD Training 

Services. 

 

 After the appeal is discussed internally, LEAD Training Services will conclude on its 

decision and that decision is final. 

 

A complaint form including the procedure above is available in Appendix 6. 

An appeal form is available in Appendix 7. 
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6.1 Identifying the need for a course: 

A new course is created when there is a need in the market for it. LEAD Training 

Services constantly reaches out to organisations to discuss and propose its current 

accredited courses, to meet the needs of the company, in order to equip 

employees with the right skills to reach company goals. LTS prides itself in organizing 

one to one meetings with the Human Resources Management of a majority of 

companies in Malta, as it gives LTS the opportunity to listen to the demands of the 

company and that of the market, thus shedding light on the market and talent skills 

gap. This gives room for inspiration and research for LTS, with LTS exploiting the gap 

by seeking new programme development opportunities which will ultimately satisfy 

the demands of the market.  

The need for new courses is ultimately confirmed when LTS does its own research by 

asking other corporations for their feedback on potential new courses which may be 

developed in the near future. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

6. Programme Development & Reviews 
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6.2 How a new course is approved: 

LEAD Training Services has its own home-grown NCFHE accredited courses, thus the 

awarding body is LEAD Training Services.  

LEAD Training Services strongly believes in accredited courses, as this raises the 

quality of the course and of the company name, it sets high standards for the 

delivery of the course and adds employment and professional development value 

to the product due to its validity in the employment industry and market. Therefore, 

the minimum level of standard for its courses are accredited courses, with the NCFHE 

standards being its benchmark of course quality and delivery. 

 

6.3 Characteristics of each course: 

The designs of the accredited courses are reviewed to ensure the highest quality of 

delivery and validity of course content. All of the courses contain the following 

characteristics: 

 A short description of the course 

 The accreditation and MQF Level  

 Learning Outcomes 

 Entry Requirements 

 Duration of the course 

 The course outline & timetable 

 Detailed description of the module contents 

 Trainers’ profile 

 Testimonials 

 Course Funding & Schemes Options information 

 FAQs about the course 

 A detailed course brochure 

 The price 

 

6.4 Periodic Review of Programmes & Awards 

The Quality Assurance Director and lecturers will periodically discuss and review the 

content, assessment, syllabus in order to analyse whether the course as a whole is: 

1. Delivering the expected learning outcomes desired 

2. Assessed in a fair and relevant process and medium form of assessment 

3. Relevant and up to date to any policies, trends, theories or amendments in 

the time of review 

 

6.5 Assessment Review of Programmes: 
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 During this review, the assessments’ questions will be reviewed and scrutinized 

to meet the most up to date needs and trends in the said subject. The 

assessment will also be analysed to review whether the time allocated justifies 

the weight of the question content and if the questions reflect what has been 

discussed, delivered in class and / or expected from the students to study 

from their own studying time.  

 

 The assessments will be reviewed and verified accordingly in order to ensure 

that there is consistency between any lectures who are engaged to review 

and assess the examination.  

 

 Vocational awards which require an a vocational and research assessment 

such as an assignment or journal, transparent and comprehensive grading will 

be as follows with tutor feedback given within the assignment copy. Such 

feedback will give students the opportunity to reflect further on their learning.  

 

 

 

6.6 Lecturers & Students: Active Participants in the Quality Assurance Process 

 The purpose of each course is to create a platform which initiates and 

inspires current and effective learning of a said topic. The recipients of 

such knowledge are therefore active and key players in the 

construction of and the development of our courses. Stakeholders such 

as students and companies which sponsor their employees to join a 

course, offer ongoing support, insight and feedback when they shed 

light on their needs and their market’s trends.  

 Tutors selected for each course are active and reputable professionals 

in their field of work, and they share their experience and insight that 

comes as a result of their ongoing role in the field, with LEAD Training 

Services, which then engages full research methodology to delve into 

the subject matter better. 

Grade Definition of Grade 
Marks 

Range 

A 

Clearly demonstrates a sophisticated understanding of the topic, with a high 

degree of competence and has excellent usage of relevant literature, theory 

and methodology. 

80 - 100 

B 
Has a critical understanding of the topic, a significant degree of competence 

and has appropriate usage of the relevant materials. 
65 - 79 

C  
Evidence of some critical understanding of the topic, can use structured 

argument, and has a degree of competence when using relevant materials. 
50 - 64 

R  

Considerable further work is required to meet the minimum understanding, 

implementation and competence of relevant literature, theory and 

methodology. 

0 - 49 
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 Contributors to the Q.A of every course starts with the LEAD Training 

Services Administration, with feedback from students and tutors in 

writing to review and reflect after each and every course. Suggestions 

are welcome and any room for improvement is taken upon seriously, 

discussed and executed as necessary.  

 Regular communication with and observing NCFHE’s updates on the 

standards of the Q.A, also helps LEAD Training Service to be front-liners 

in the respect towards the Q.A Process. 

 

 

 

 

 

 

 

 

 

 

 

 

 

6.7 Feedback Forms: 

 LEAD Training Services’ philosophy is that of delivery excellent learning 

opportunities to enhance the attendees’ level of knowledge and their 

vocational and employment prospects. Therefore, their input on their 

experience at our Training Centre, is indispensable. It is the axle of what 

excels Lead Training Services’ level of quality. Feedback forms are 

imperative to gain a clear and structured form of constructive criticism to 

maintain a high level of standards and quality of learning experience. 

 

 LEAD Training Services hands out two types of feedback forms to students 

to fill in writing: 

 

 

 

Quality 
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Feedback 
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Feedback 
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Contributors to the 

strengthening & revision 

of the Q.A. 
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Type of Online Feedback Form When it is distributed 

 This online feedback form 

distributed in the second lecture of 

the course, and anything which 

the feedback reflects and needs 

to be dealt with, is tackled at the 

initial stages of the course. 

 

This ensures that any situations do 

not have a domino effect on the 

remainder of the course.  

Appendix 8 

 

 

 

 

 

 

 

 

 

 

 

This online feedback form is 

distributed to students on their very 

last day and it gives them an 

opportunity to give the Q.A 

Director, an evaluation of the 

whole course, considering its value 

for money, the delivery of the 

subject matter and an overall 

insight of customer care 

satisfaction. This form also 

evaluates if the attendee would 

recommend us and why.  

 

Appendix 9 

 

 

6.8 Collection & Data Analysis of Feedback Forms 

 Once all of the online feedback forms are collected, the data is input 

in a report and data is analysed to ensure that all formidable situations 

have been noted. 

 Any negative feedback which deems immediate attention, is dealt 

with according to the nature of the case. In many cases, a follow up is 

required via telephone to the stakeholders involved such as tutors and 

the said student, together with a meeting if necessary to resolve issues. 

 Tutors are also given a briefing of the reports analysis. 

Start of 

Course 
Feedback Form 

End of 

Course 
Feedback Form 
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While Online Feedback forms are the main use of getting feedback from 

students (Appendix 10), LEAD Training Services occasionally does random 

sample cold-calling to get students’ feedback.  

7. Q.A: Course Material 

Course materials that lecturers and students make use of, are created 

by the lecturer of the said module. Each lecturer is responsible for 

updating any the notes to keep them as current as possible. The 

lecturer must then inform the Q.A Director in order to make any 

updates on the NCFHE application form for verification.  

 

Tutors make use of PowerPoint presentations which are projected in 

class and sent to students to follow on their tablets or laptops. The role 

of the lecturer is not to read the course material as is displayed on the 

screen, but the tutor helps to give further explanation and examples in 

order to ease understanding. The tutors’ PowerPoints need to be 

created on LEAD Training Services’ template, which is provided at the 

beginning of tutor engagement and negotiations. Appendix 11 depicts 

this template. 

 

Suggested reading material is also displayed on the Student’s VLE, as a 

form of supplementary reading to enhance learning. Students are 

given access to soft copies of all study materials, and they are 

expected to bring such learning materials with them in class, in either 

hardcopy or softcopy format. Laptops in class are permitted. 

 

 

7.1 Q.A: Teaching Methodology  

Each online course is a platform whereby students can be exposed to 

and be guided by the experience of the tutor in the said field. Students 

are given space to discuss, debate and also come up with their own 

conclusions backed by facts and evidence. Therefore, the online 

teaching methodology is one which is multidimensional and inclusive of 

all learning abilities and methodologies. The various methods and 

materials used in class allows all learners with different learning types to 

be exposed in the same manner, and to create equal opportunities of 

learning.  

 

The conventional lectures are not enough to allow effective learning at 

LEAD Training Services. Tutors are given a clear philosophy that the 

tutors act as facilitators of learning rather than a mere medium of 

information. Therefore, the tutor is encouraged to use various 
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methodologies to communicate such learning, with activities including 

but are not limited to: 

 

 

 

 Problem Based Learning 

 Inquiry Based Learning 

 Activity Based Learning 

 Mentoring 

 Research 

 Audio-visual examples 

 Discussions 

 Observations 

 Case Studies analysis 

 Guest speakers 

 Group work 

 Pair work 

 Workshops 

 

Guest speakers are to be vetted by the Q.A Director and permission is 

required. Guest speakers cannot take more than 20 minutes and the 

main tutor is to be present at all times. 

 

7.3 Q.A: Assignments & Exams: 

The assignment (Appendix 12) is drafted by lecturers since they are the 

experts in their field of teaching. Lecturers keep the expected learning 

outcomes in mind when drafting the assignment question and the 

examination question. Any verifications and clarifications are discussed 

with the Q.A Director. Exams are held in-house under examination and 

invigilation conditions. Exams are open-book exams, allowing students 

to make use of the lecturer’s notes. No digital or technological devices 

are allowed during the exam. 

 

The corrections of such assignments depends on the deadline as given 

by the lecturer for the handing in of such work. Usually, LEAD Training 

Services encourages lecturers to allow between three to four weeks 

after the last lecture, as a potential time space for students to sit for 

their exam or to submit their assignment. The assignment is sent directly 

to LEAD Training Services, which in turn sends a receipt of submission to 

the student. The assignment or exam is sent to the tutor to correct and 

give feedback.  Lecturers are to deliver results to the Administrative 

Office as soon as possible, so that students will receive their results and 

feedback in not more than a month after the examination sitting.  
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The corrected assignments are screened by the Administration and 

Q.A Director. The results are input in an Excel Sheet on the LEAD 

Training Services’ online portal for records’ keeping. A scanned copy of 

each exam is kept at LEAD Training Services and the students receive a 

scanned copy of their results and feedback in their email. 

 

7.4 Q.A: Assessment Criteria 

All of the assessments are analysed by the Q.A Director to ensure that 

the assessment (whether an exam or an assignment question), includes 

the following criteria: 

 

1. Fair assessment: that the student is assessed on what he or she was 

exposed to in the lessons 

2. Clear Questions: the requests from the assessor are clear and clearly 

indicate what the student is expected to do 

Students will be informed of the format of the assignment or exam 

during the lessons accordingly.   

7.5 Q.A: Results & Appeals 

Students have 15 days to submit an appeal on any of the results 

received in writing. Students can appeal once and are given 

feedback by the tutor in writing. A short 30-minute meeting between 

the tutor and the student is encouraged if needed.  

The outcome of the appeal is final. Students who fail a module, are 

eligible to re-sit the assessment up to three times.  

 

 

7.6 Q.A: Graduation 

Once students have received their results and all appeals have been settled, 

students are invited to a graduation ceremony to be presented with their 

certificates of achievement. The graduation ceremony is held at a local 

venue and students are informed formally in writing and/or by post of the 

event. Students will then become registered Alumni. The Graduation Ceremony 

will only be held once the Covid19 restrictions are uplifted and we are given the 

necessary go-ahead. 

 

Appendix 14 portrays a sample of the certificate of achievement.  
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8.0 Quality Assurance of Staff 

New tutors are enrolled when a new course is at its initial planning stages. The 

tutors are experts in their own field and they have a participative role in the 

creation and planning of the accreditation process and course 

development. Potential tutors are either contacted and recruited to offer 

their services in delivering lectures or are chosen when they send their CV to 

LEAD Training Services. 

Potential tutors are called in for an interview, in order to assess the individual’s 

suitability. LEAD Training Services constantly seeks people who have the 

students at heart and as their main focus when delivering training, thus 

knowledge and awareness of different learning styles and difficulties are traits 

which LEAD Training Services prioritizes when selecting a tutor. Two interviews 

are held if needed and the chosen candidate is contacted once a decision 

has been made.  

8.1 Lecturer Observations 

While respecting and appreciating student feedback as a means of gauging 

lecturers’ performances in class, LEAD Training Services observes tutors at 

least once a year in order to ensure that teaching standards are met. Tutors 

are given a list of what is expected out of their teaching skills through a check 

list (Appendix 15). Tutors are observed for 45 minutes to one hour, by the 

Quality Assurance Director who attends the online lesson and takes down 

notes for feedback. The lecturer must fill in a Lecturer Observation Feedback 

Form (Appendix 16) and then discuss it with the Quality Assurance Director. 

The intention of such observation is to discuss new ideas or methodologies of 

teaching and delivery. The Quality Assurance Director gives written and 

verbal feedback and suggestions accordingly. This report is kept in file for 

each tutor observed. 

8.2 Continuous Professional Development 

LEAD Training Services intends to hold in-house training as a form of CPD 

(Continuous Professional Development) for its lecturers at least once a year. 

LEAD Training Services’ philosophy is that such CPDs refresh lecturers’ 

enthusiasm, allows room and space for general critique and insight to 

improve service delivery (both from the tutors’ end and the administration) 

and also offers a form of learning and networking opportunity for lecturers to 

learn from each other. Such CPDs focus on soft skills of training delivery and 
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not CPDs related to their module. Such topics include, Learning Difficulties, 

Lesson Delivery, Lesson Planning & Preparation and Technology as an 

alternate means of delivering better learning. Lecturers are encouraged to 

attend further and higher education and training organised by organisations 

and bodies as much as possible to enhance their knowledge of the module 

they are teaching. 

8.3 Q.A: Learning Resources & Student Support & Guidance 

The online platform used by LEAD Training Services to conducts its courses 

and training is Zoom. Minimum standards for the use of Zoom can be found 

here:  

https://support.zoom.us/hc/en-us/articles/204003179-System-requirements-

for-Zoom-Rooms  

 

Zoom video tutorials and support:  

https://support.zoom.us/hc/en-us/articles/206618765-Zoom-Video-Tutorials 

  

Such standards give students a better experience at LEAD Training Services.  

The LEAD Training Service staff team, ensures that all of the students’ 

experience when taking on a course is smooth and up to standards. 

Constant gauging measures such as feedback and observations, help LEAD 

Training Services to provide high quality standards of training and the best 

learning experience. 

 

 

 

 

 

 

 

 

 

 

 

https://support.zoom.us/hc/en-us/articles/204003179-System-requirements-for-Zoom-Rooms
https://support.zoom.us/hc/en-us/articles/204003179-System-requirements-for-Zoom-Rooms
https://support.zoom.us/hc/en-us/articles/206618765-Zoom-Video-Tutorials
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9 Q.A: Information Systems 

9.1 Registration of Students: 

LEAD Training Services requires various information and details about the 

students when it comes to registering students. Such information is recorded 

and registered into an internal system. Such details (Appendix 17) include: 

 First name 

 Surname 

 Date of Birth 

 I.D / Passport Number 

 Email address 

 Home Address 

 Telephone Number 

 Mobile Number 

 Course Title 

 Module Titles 

 Fee 

 Invoice Reference Number 

 Date of Invoice 

 Information email 

 Status of payment 

 Eligibility Status for the course 

 Funding Schemes Applications  

 Guidelines  

 Additional Comments  

Every course which is held in a particular intake, is given its own folder, where 

such data is held in an organised Excel sheet. Each Excel sheet includes the 

above details of all attendees as per above. The Excel sheet also contains 

Attendance Sheet templates for all modules of each course. Such folders are 

shared on an internal server amongst LEAD Training Services staff members for 

internal use.  

 

9.2 During the course: Students’ Data 

As students’ courses progress, such data is held by the office, with soft copies 

and hard copies in file: 

 Attendance sheets and reports (Appendix 18) 
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 Student Feedback Forms (Appendix 8 & 9) 

 Feedback measurements and reports (Appendix 10)  

 Examination & Assignment templates (Appendix 12 & 13) 

 Any complaints (Appendix 6) 

 Student results 

The Quality Assurance Director, Student Support Administration Executive and 

Corporate Business Development Executive all participate in this organisation 

and updating of data accordingly. 

 

10. Q.A: Public Information 

LEAD Training Services provides information to the public mainly through the 

use of its website and social media platforms. The website includes the 

strategic objectives, selection criteria for courses, intended programme 

learning outcomes, qualification titles (including MQF Level and credit value), 

and teaching, learning and assessment procedures used by LEAD Training 

Services for each course. 

In addition, the professional layout of the website provides clear and 

informative data on programmes and services that LEAD Training Services 

offers. The Website is updated frequently and is maintained to the highest 

level of quality by the Brand & I.T Manager. (Appendix 20 & 21) 

10.1 General Public & Corporate Outreach: 

The Brand & I.T Manager ensures that all public information is kept up to 

standard and loyal to the brand. The brand is an essential part of LEAD 

Training Services’ success, hence any promotional material is set according 

to such standards The Q.A ensures that information on public domains such 

as soft copies brochures, website and any printed material, is adequate, valid 

and up to date. (Appendix 21 & 22) 

10.2 Reviewing of Public Information: 

As part of the curriculum review, public information depicting course 

information is reviewed by the Quality Assurance to ensure that the 

information is correct, accurate and true as per the NCFHE application. Any 

course updates on the website reflect any updates which have been 

reviewed and sent to the NCFHE for approval. 

 

 

 

 



Quality Assurance Manual 2021: LEAD Training Services  29  
 

 

 

11 Q.A: Internal Quality Assurance 

The following seven pillars compliment and act as a guide for structured 

Internal Quality Assurance procedures: 

1. Rating, assessment & reporting of Students’ Course Participation 

2. Students’ Completion Rates 

3. Employment & Placement Rate 

4. Corporate Feedback on acquired skills 

5. Needs Analysis of companies’ skills needs 

6. Sporadic External Verifiers and assessors for self-evaluation 

7. Transparency of the QA System 

 

1. Rating, assessment & reporting of Students’ Course Participation  

The number of students participating in every course, together with their 

details such as age, nationality, educational background, demography and 

their gender are gathered and stored in file. Such data is used to compile 

reports and statistics for the internal use and vetting of programs’ popularity, 

creation of reports for NCFHE and National Statistics Office as requested. 

2. Students’ Completion Rates  

The number of students’ course completion rate of every course, together 

with their details such as age, nationality, educational background, 

demography and their gender are gathered and stored in file. Such data is 

used to compile reports and statistics for the internal use and vetting of 

programs’ popularity, creation of reports for NCFHE and National Statistics 

Office as requested to establish trends. 

Such analysis of this data will be performed by the Quality Assurance Director. 

This analysis should also include direct communication with the dropouts and 

successful candidates to analyse any room for improvement. 

In order to decrease the possibility of dropouts, feedback forms will be 

handed out to course participants on a regular basis. 

3. Employment & Placement Rate 

During slower months, LEAD Training Services will conduct random contact 

with former students in order to enquire whether they have furthered their 

studies after enrolling to one of LEAD Training Services’ courses and if they 

have utilized any of the skills learnt during that course in their current or new 

employment. During such phone calls, former students are asked if they have 
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made use of the skills and qualification to seek alternative employment or to 

climb their career ladder at their current working place. Former students will 

also be asked if they have any suggestions or feedback of ideas or needs to 

introduce new courses at LEAD Training Services which the management 

might want to consider. 

4. Corporate Feedback on acquired skills 

After the completion of each course, sponsoring companies are contacted 

to establish if the skills learnt during the course have been sufficient enough to 

be applied in the employee’s line of work.  

While it is common practice for LEAD Training Services to reach out to 

corporations to promote courses and also listen to the companies’ needs, 

LEAD Training Services will regularly continue such communication with 

organisations by attending meetings with various industries to discuss their 

comments and feedback and their future requirements in terms of training 

and skills needs. 

5. Needs Analysis of companies’ skills needs 

LEAD Training Services will regularly continue such communication with 

organisations by attending meetings with various industries to discuss their 

comments and feedback and their future requirements in terms of training 

and skills needs. This philosophy of reaching out and creating custom-made 

proposals for organisations is a fundamental cornerstone of LEAD Training 

Services’ success.  

Organisations are contacted by industry and are invited to meet up with the 

HR Director or any person responsible for the company’s internal training, in 

order to listen to their training needs. 

 

6. Sporadic External Verifiers and assessors for self-evaluation 

LEAD Training Services intends to periodically make use of an external verifier 

to verify that whatever LEAD Training Services is living up to its promised 

standards. This will be done every three years. 

7. Transparency of the QA System 

One way that LEAD Training Services is transparent is the fact that all the 

learning outcomes and assessment criteria for all its units and courses are on 

the public information domain. Even more so, interested candidates and 

current students can always get in touch with the office via various means of 

communication to ask questions for further clarification required.  
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Students are also asked to give feedback on the premises of LEAD Training 

Services, the level of service and course content delivery including lecturers. 

Students’ feedback is rated accordingly and issues and clarifications are 

communicated with the student accordingly and as required. 
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Using Zoom as the Online Platform for Learning: 

1. Minimum requirements to connect to Zoom: 
 

a. Laptop / Tablet or Smartphone 

b. A good internet connection 

c. Microphone (inbuilt or external) 

d. Camera (inbuilt or external) 

 

2. Joining your classroom: 
 

a. You will receive an email with a link to the classroom, a day or 

two before you have your lesson. 

b. Follow this video link for a full tutorial on how to join a classroom: 

https://www.youtube.com/watch?v=hIkCmbvAHQQ&feature=e

mb_title  

c. Further support on Zoom: https://support.zoom.us/hc/en-

us/articles/201362193-Joining-a-meeting  

d. Please ensure that you keep your microphone on mute during 

the session, until the tutor unmutes you to speak. This is done so 

that there is no feedback and noise distortion. 

e. Keep your camera on! The tutor wants you to be part of the 

class, so stay online! 

 

3. Further support and FAQs on Zoom: 
a. Here is a full list of FAQs and video tutorials on using Zoom: 

https://support.zoom.us/hc/en-us/articles/206618765-Zoom-

Video-Tutorials  
b. If you need to speak to our staff with regards to Zoom, kindly 

contact us on 79068043. 

 

 

https://www.youtube.com/watch?v=hIkCmbvAHQQ&feature=emb_title
https://www.youtube.com/watch?v=hIkCmbvAHQQ&feature=emb_title
https://support.zoom.us/hc/en-us/articles/201362193-Joining-a-meeting
https://support.zoom.us/hc/en-us/articles/201362193-Joining-a-meeting
https://support.zoom.us/hc/en-us/articles/206618765-Zoom-Video-Tutorials
https://support.zoom.us/hc/en-us/articles/206618765-Zoom-Video-Tutorials
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Appendix 1: Client’s 

Registration  
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Process Taken care of by Action  

Step 1 

Student Support and 

Administration 

Executive 

 

 Reply to enquiry 

 Build rapport with client 

 Answer questions related to 

course 

 Guide client  

 Discuss entry requirements 

 Help with registration  

 Send Terms & Conditions 

 

 

Step 2 

Student Support and 

Administration 

Executive 

 

 Student Registers 

 Receive student’s qualifications 

& certificates & CV 

 Assess validity & eligibility of 

student’s qualifications  

 

 

Step 3 

Student Support and 

Administration 

Executive 

 

 If the student meets eligibility, 

send the acceptance and 

confirmation email.  

 

 Send invoice and for payment 

fee as per agreed payment 

terms. 

 

 If not, send rejection email 

explaining criteria why student is 

not eligible for the course. In 

rejection letter, offer suitable 

alternative courses available 

 

 

 

 

 

 

 

 

Step 4 

Student Support and 

Administration 

Executive 

 

 Create folder for student’s 

records 

 Highlight any student’s special 

needs requirements 

 Include: 

 Application form 

 CV 

 Qualifications 

 Invoice 

 Receipts 

 Acceptance Letter 

 Course module & session 

 

 

Appendix 2: Student 

Admission Procedure  

Student enquires 

& registers 

SSAE assesses 

documents 

Eligible student? 

Yes No 

Acceptance 

Letter 
Rejection 

Letter: 

suggest 

alternatives 

Create Student 

Folder: 

Application form 

CV 

Qualifications 

Invoice 

Receipts 

Acceptance Letter 

Course module & session 
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Step 5 

Credit Control & 

Student Support 

Executive 

 Send filled in Get Qualified 

Scheme or Training Pays 

Scheme or Investing in Skills 

application forms and 

necessary documents 

 

 

Step 6 

Student Support and 

Administration 

Executive 

 Send students a copy of the 

Students’ manual with T&C and 

policy procedures 

 

 

Step 7  Managing Director 
 Appoint tutors  

 Formulate timetables 

 

Step 8 

Director of Business 

Development & 

Quality Management 

 Ensure tutors have a contract 

 Keep a signed copy in tutor 

folders 

 Keep any tutor CPDs  in their file 

  

 

Step 9 

Director of Business 

Development & 

Quality Management 

 

 Tutor Folder needs to include: 

o Tutor’s most up to dated CV 

o Tutor’s certificates 

o Tutor’s contract 

o Copies of any CPDs 

o Copies of Teacher 

Observations report 

 

 

Step 10 

Student Support and 

Administration 

Executive 

 Book premises 

 Prepare attendance sheets 

 Prepare classroom notices 

 Lecture room allocation 

 Email students to remind them 

of their first lecture 

 

Step 11 

Director of Business 

Development & 

Quality Management 

 Check that all tutor and student 

files are complete with all 

necessary documents 

 

Which funding 

scheme? 

Send Students’ 

manual 

c 

 

 

Tutor Contract 

Update Tutor File: 

 Tutor’s most up to 

dated CV 

 Tutor’s certificates 

 Tutor’s contract 

 Copies of any CPDs 

 Copies of Teacher 
Observations report 

 

 

 Book premises 

 Prepare attendance 

sheets 

 Prepare classroom 

notices 

 Lecture room allocation 

 Email students to remind 

them of their first lecture 

 

Appoint Tutors 

Timetables 
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Mr. Joe Borg 

‘Our House’ Triq id-Djar, 

Mellieha MLH001 

Malta 

 

Re: Award in HR and People Management 

 

Dear Mr. Joe Borg, 

 

 

I am pleased to inform you that you have been accepted as a delegate for the 

above-captioned course, for the upcoming intake, March 2020. 

Kindly ensure that you have read all of the T&Cs and have taken note of the 

timetable on the webpage of the course.  

 

Yours truly, 

 

James Grech 

Managing Director 

LEAD Training Services 

 

 

 

 

 

 

 

Appendix 3: Student 

Acceptance Letter  
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Mr. Joe Borg 

‘Our House’ Triq id-Djar, 

Mellieha MLH001 

Malta 

 

Re: Award in HR and People Management 

 

Dear Mr. Joe Borg, 

 
Thank you for your interest in joining the Award in HR and People Management 

course at LEAD Training Services.  

We reviewed your application very carefully and noted several strong features, 

however, your current experience and qualifications do not meet the eligibility 

criteria required to be part of this course, unfortunately. 

We encourage you to look at our other courses which are available with your 

experience and qualifications.  

We would be more than pleased to guide you accordingly. 

 

Yours truly, 

 

James Grech 

Managing Director 

LEAD Training Services 

 

 

 

 

 

 

Appendix 4: Student 

Rejection Letter  
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Appendix 5: Student Graduation 

Ceremony Invitation 
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Formal Complaint 
| Form 

 

 

Kindly read the procedures and T&Cs at the bottom of this document 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Dear Student, 

While we strive to offer you the highest quality of service possible, we are always open to feedback 

and students’ concerns.   

We believe that quality, at any level, should never be compromised. Therefore, we believe in the right 

to complain and where possible, LEAD Training Services will do whatever it takes to improve its level of 

service.  

In most instances, informal complaints can be resolved by simply discussing or raising the issue with 

the person, tutor or staff member of the LEAD Training Services team.  

Therefore, before you formally fill in this form to submit your complaint, we would like you to consider 

these guidelines and steps to help you send in your concern informally: 

a) Have you contacted one of our staff to discuss your concern?  

You may call us on +356 2546 6088 from Monday to Friday 8.30am to 5:00pm. Alternatively, you 

may send us an email with your contact details on info@leadtraining.com.mt, and we will get 

back to you as soon as possible. 

 

b) Would you like to meet us in person to discuss this issue?  

Call us on +356 2546 6088 from Monday to Friday 8.30am to 5:00pm and we will gladly set an 

appointment with you. 

If the issue is not resolved informally or the nature of the issue is sensitive, kindly fill in this complaint form 

and send it to info@leadtraining.com.mt The sooner the complaint is sent, the better the chances to 

resolve the issue for your own benefit. 

Thank you.  

The Management 

Appendix 6: Student Formal 

Complaint Form 
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Complainant Details 

 

Date of submission  

Full Name 
 

Email Address  

Mobile Number  Home Number  

Identity Card No  

Home Address  

Postcode   

 

 

Description of Complaint 

Date of event 
 

Nature of complaint 

  
Tutor’s Quality of Teaching            ☐             

Class material related                   ☐                  

Administration related                   ☐                   

Assessment Results related           ☐            

Academy Environment related    ☐       

 

[double click on the box to tick] 

Title of Course  

 

Date of course 

commencement 

  

MM / YY 
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Description of Complaint 

Kindly describe the 

nature of the 

complaint 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Kindly read the procedures and T&Cs at the bottom of this document 

 
Students’ Complaints Policy 

 

 Any form of complaint needs to be addressed to the Quality Assurance Director in writing up to 48 
hours of the said event which has led to a complaint. LEAD Training Services takes any complaints, 

misunderstandings, dissatisfaction or suggestions seriously.  

 
 LEAD Training Services believes that the student has the right to discuss such messages in writing. 

LEAD Training Services will communicate with the students at least 48 hours after the said message is 

received (whenever the nature of the complaint allows this to be possible). This communication can 

be done via telephone or an invitation to meet with the Quality Assurance Director in person, with 
one other member of LEAD Training Services present in the room for evidence of the discussion.  

 
 All of the outcomes, conclusions, decisions and actions taken up on by LEAD Training Services, will 

be communicated to the student in writing. The student has the right to appeal the decision at least 

24 hours after the communication is sent. Each student has the right for one appeal after the initial 
communication of the outcomes, conclusions, decisions and actions taken up on by LEAD Training 

Services. 

 

 After the appeal is discussed internally, LEAD Training Services will conclude on its decision and that 

decision is final. 
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Formal Appeal 
| Form 

 

 

Kindly read the procedures and T&Cs at the bottom of this document 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Dear Student, 

While we strive to offer you the highest quality of service possible, we are always open to feedback 

and students’ concerns.   

We believe that quality, at any level, should never be compromised. Therefore, we believe in the right 

to complain and where possible, LEAD Training Services will do whatever it takes to improve its level of 

service.  

In most instances, informal complaints can be resolved by simply discussing or raising the issue with 

the person, tutor or staff member of the LEAD Training Services team.  

Therefore, before you formally fill in this form to submit your complaint, we would like you to consider 

these guidelines and steps to help you send in your concern informally: 

c) Have you contacted one of our staff to discuss your concern?  

You may call us on +356 2546 6088 from Monday to Friday 8.30am to 5:00pm. Alternatively, you 

may send us an email with your contact details on info@leadtraining.com.mt, and we will get 

back to you as soon as possible. 

 

d) Would you like to meet us in person to discuss this issue?  

Call us on +356 2546 6088 from Monday to Friday 8.30am to 5:00pm and we will gladly set an 

appointment with you. 

If the issue is not resolved informally or the nature of the issue is sensitive, kindly fill in this complaint form 

and send it to info@leadtraining.com.mt The sooner the complaint is sent, the better the chances to 

resolve the issue for your own benefit. 

Considering that the above procedures have already been met and a decision has already been 

concluded, kindly note that this appeal is a final one. 

Thank you.  

The Management 

Appendix 7: Student Formal Appeal Form 
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Complainant Details 

 

Date of submission  

Full Name 
 

Email Address  

Mobile Number  Home Number  

Identity Card No  

Home Address  

Postcode   

 

 

Description of Complaint 

Date of event 
 

Nature of complaint 

  
Tutor’s Quality of Teaching            ☐             

Class material related                   ☐                  

Administration related                   ☐                   

Assessment Results related           ☐            

Academy Environment related    ☐       

 

[double click on the box to tick] 

Title of Course  

 

Date of course 

commencement 

  

MM / YY 

 

 

 



Quality Assurance Manual 2021: LEAD Training Services  44  
 

Description of Complaint 

Kindly describe the 

nature of the 

complaint & 

reasons for the 

appeal 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Kindly read the procedures and T&Cs at the bottom of this document 

 
Students’ Complaints Policy 

 

 Any form of complaint needs to be addressed to the Quality Assurance Director in writing up to 48 

hours of the said event which has led to a complaint. LEAD Training Services takes any complaints, 

misunderstandings, dissatisfaction or suggestions seriously.  

 
 LEAD Training Services believes that the student has the right to discuss such messages in writing. 

LEAD Training Services will communicate with the students at least 48 hours after the said message is 

received (whenever the nature of the complaint allows this to be possible). This communication can 

be done via telephone or an invitation to meet with the Quality Assurance Director in person, with 

one other member of LEAD Training Services present in the room for evidence of the discussion.  

 
 All of the outcomes, conclusions, decisions and actions taken up on by LEAD Training Services, will 

be communicated to the student in writing. The student has the right to appeal the decision at least 

24 hours after the communication is sent. Each student has the right for one appeal after the initial 
communication of the outcomes, conclusions, decisions and actions taken up on by LEAD Training 

Services. 

 

 After the appeal is discussed internally, LEAD Training Services will conclude on its decision and that 

decision is final. 
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Start of Course  
| Student Feedback Form 

 

Dear Student, 

 

We wish to thank you for being part of this course offered by LEAD Training Services. We hope that 

this module will be a positive experience for you and we would appreciate your feedback. 

 

Your feedback will be treated with the strictest of confidence and the purpose of this feedback 

form is for quality checks purposes only.  

 

Thank you. 

 
 

Name of Student:  

Course Title: 
 

Year & Month when module started:  

 

A How did you get to know about the course? Tick as appropriate 

1 Facebook Adverts  

2 I did a search for courses on the Internet 
 

3 On the radio  

4 From a friend  

5 I attended another course at LEAD Training Service  

6 My company told me about LEAD Training Services’ courses  

7 Other (Please Specify):  

 

B Why did you enroll in this course? Tick as appropriate 

1 Relevant to my job  

2 Career change ambitions 
 

3 My company required me to attend this course  

4 General Interest & Personal growth  

Appendix 8: Start of Course 

Feedback Form 
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5 To obtain a certificate of accomplishment  

6 Other (Please Specify):  

 

 

 

 

 

 

 

 

 

 

 

Thank you for your feedback! Enjoy the course! 

 

C During the application process 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 

Disagree 

1 I was well received and welcomed     
 

 

2 
I was given all necessary information I 

required 
   

 
 

3 
I was told about the Government Grants 

available 
   

 
 

4 
I was reminded of my starting date and 

details 
   

 
 

D Induction 
Strongly 

Agree 
Agree Neutral Disagree 

Strongly 

Disagree 

1 
I was greeted and welcomed to the course 

at the beginning of the lesson 
   

 
 

2 
I was reminded of who to contact should I 

have any questions 
   

 
 

3 
I was reminded about the Government 

Grant schemes available 
   

 
 

4 
I was asked if I have a soft copy of the 

Student Manual 
     

Additional comments:  

____________________________________________________________________________________________________

____________________________________________________________________________________________________

____________________________________________________________________________________________________

____________________________________________________________________________________________________

____________________________________________________________________________________________________

____________________________________________________________________________________________________

____________________________________________________________________________________________________ 
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Student End of Course  

Online Feedback 
| Form 

 

 

 

 

 

 

 

 

 

Appendix 9: End of Course Online Feedback Form (sample) 
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Dear Student, 

While we strive to offer you the highest quality of service possible, we are always open to feedback 

and students’ concerns.   

We believe that quality, at any level, should never be compromised. Therefore, we believe in the right 

for one to express one’s opinion and where possible, LEAD Training Services will do whatever it takes to 

improve its level of service.  

Should you have any complaint or feedback that you wish to discuss formally and confidentially, we 

would like you to consider these guidelines and steps to help you send in your concern informally: 

a) Have you contacted one of our staff to discuss your concern?  

You may call us on +356 2546 6088 from Monday to Friday 8.30am to 5:00pm. 

Alternatively, you may send us an email with your contact details on 

info@leadtraining.com.mt, and we will get back to you as soon as possible. 

 

b) Would you like to meet us in person to discuss this issue?  

Call us on +356 2546 6088 from Monday to Friday 8.30am to 5:00pm and we will gladly 

set an appointment with you. 

If the issue is not resolved informally or the nature of the issue is sensitive, kindly download a complaint 

form from our website and send it to info@leadtraining.com.mt The sooner the complaint is sent, the 

better the chances to resolve the issue for your own benefit. 

Thank you for your feedback.  

The Management 

 

Appendix 10: Compliant 
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Appendix 10: Data Analysis 
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Appendix 11: Power Point Template 
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 Award in Coaching Skills 

| Assignment 

 

Assignment: 1000 Words (excluding introductory pages and any appendixes) 

 

 Write in Arial or Times New Roman font 12 using 1.5 line spacing. 

 Make sure your name forms part of the WORD file name and is written on page 1 of 

your document together with the total number of words written. 

 Write in your own words (no cut & paste!) 

 

Submission date: Wednesday 15th April 2020, noon..  

 

Kindly send to:  David Dingli djdingli@gmail.com  

CC:   scompagno@leadtraining.com.mt  

 

 

The Task: 

 

In the course we discussed what it takes to be a good coach. We also covered a 

very well-known coaching model, the GROW Model. 

 

1. How would you apply the GROW model to coach a selected problem 

that one of your subordinates is facing? (develop a coaching plan 

 

2. What preparation work needs to be done before the coaching 

commences? 

 

3. State some specific questions you would use as you coach this person 

 

Appendix 12: Assignment Question Sample 

mailto:djdingli@gmail.com
mailto:scompagno@leadtraining.com.mt
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Good luck! 

 

 

Appendix 13: Exam Question Sample 
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Appendix 14: Certificate of Achievement Sample 
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Checklist: 

1 – No evidence  2 – Limited evidence  3 – Some evidence  4 – Clear evidence 

The teacher...  

Aspects of classroom management  

Appendix 15: Tutor Teaching Skills Checklist 
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1. appeared to have a good rapport with students. 1          2          3          4 

2. appeared to have created an atmosphere conducive to learning in 

the classroom. 
1          2          3          4 

3. organised the room in such a way as to promote learning. 1          2          3          4 

4. set up effective interactions – pair work, group work and whole class. 1          2          3          4 

5. gave clear instructions and checking of instructions. 1          2          3          4 

6. voice (clarity of diction, audibility, ability to project, speed). 1          2          3          4 

7. promoted learning from peers and involved students. 1          2          3          4 

8. made use of board and other hardware. 1          2          3          4 

9. avoided unnecessary teacher talk. 1          2          3          4 

10. dealt with errors effectively. 1          2          3          4 

  

Teacher techniques  

11. used different ways of clarifying meaning. 1          2          3          4 

12. graded language appropriately. 1          2          3          4 

13. made use of effective questioning techniques. 1          2          3          4 

14. modelled examples 1          2          3          4 

15. appeared to have strong subject knowledge. 1          2          3          4 

16. appeared to have effective presentation skills. 1          2          3          4 

17. gave feedback effectively. 1          2          3          4 

18. used a variety of materials/aids. 1          2          3          4 

19. engaged in concept checking. 1          2          3          4 

20. handled the teaching of skills effectively. 1          2          3          4 

21. handled the teaching of topic/examples effectively. 1          2          3          4 

  

The lesson…  

22. was based on a carefully devised lesson plan. 1          2          3          4 

23. appeared to have clear and achievable aims. 1          2          3          4 

24. appeared to be clearly staged. 1          2          3          4 

25. catered for a variety of interaction. 1          2          3          4 

26. was paced appropriately. 1          2          3          4 

27. was varied. 1          2          3          4 

28. included an appropriate degree of challenge for the class/group. 1          2          3          4 

29. appeared to be pitched at the right level for students. 1          2          3          4 

30. allowed the teacher to achieve his/her aims. 1          2          3          4 

 

Tutor’s Name: 
 

Course Title: 
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Learning Outcomes 

 

By the end of this module, students will be better able to 

 

 

Example:  
 
Students will be able to…. 

 Identify sources of further information  

 Explain why… 

 Illustrate an awareness of … 

 Categorize and explain how…. 

 Summarise and differentiate between…. 

 Evaluate and reflect upon skills they have developed during their 

course 

 Be more familiar with these modules: 

1. Topic A  

2. Topic B 

3. Topic C 

 

 

 

MQF Level: 
 

Module Title: 
 

Length of Module: 
 

Number of Students: 
 

Date of delivery: 
 

Anticipated problems with module material Solutions 

Appendix 16: Tutor Observation Feedback Form 
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Stage Time  Activity  Interaction Material 

1 5 min 

Students will be given a quick ice-breaker 

on the topic. This will be done by writing 

the word ‘Communication’ on the board. 

 

In pairs, students are required to come up 

with the first three words they can think of 

when they see this words. 

 

Feedback is then discussed in class 

 

Pair-work 

 

 

 

Group discussion 

None 

2     

3     

     

     

     

Total 

Learning 

Time 

3 

hours 
   

 

 

Students will need to know Topic A in order to 
understand Topic B 

Briefly recap and review Topic A in class at the beginning of the 
lesson before starting topic B 

Students might find Topic B to be challenging since the 
topics are technical and require experience 

 Give out specific examples in classes to reach all levels 
of comprehension 

 Show video link from YouTube which can aid 
understanding 

Personal Teaching Aim 

 

In this module, as a tutor, I intend to  

 

 Work on my weaknesses (specify) 

 Try out a new teaching method 

 Include new unused material 

 Take in communicative feedback from students 

 Give more room to students to discuss 

 Work on my classroom control and TTT (Teacher Talking Time) 

 Give more examples  
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Appendix 17: Registration of Students: Information System 
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Certificate in Real Estate Agent 

Professional Certificate 

Module 4: Anti-Money Laundering & Counter Terrorism Financing 

Trainer – Dr. Rakele Cini 

 First Name Last Name 28-02-20 06-03-20 

1   
  

2   
  

3     

4   
  

5     

6     

7   
  

8   
  

 

 

 

 

 

 

 

 

 

 

 

 

Appendix 18: Attendance Sheet  

 

Tutor Remarks / Notes:  

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

______________________________________________________________________________ 
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Appendix 20: Public Information: Website 
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Appendix 21: General Public & Outreach & Public Information: Facebook 
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Appendix 22: Corporate Outreach & Public Information: Email  
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