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1 Background 

Three providers were remotely monitored between 3 June and 17 September 2021. 

1.1 Scope  
SQA Accreditation carries out quality assurance activity in line with its Quality Assurance of 

Approved Awarding Bodies Policy. This involves monitoring a sample of the awarding 

body’s approved providers or assessment sites. Provider monitoring visits will be conducted 

in a consistent manner within and between providers.  

The aim of monitoring is to: 

 ensure the awarding body’s compliance with SQA Accreditation’s regulatory 

requirements  

 confirm that quality assurance arrangements are being conducted by the awarding body 

in accordance with its prescribed arrangements 

 ensure that quality assurance arrangements are being conducted in a consistent 

manner, within and between providers  

 ensure that providers are receiving the appropriate guidance, support and 

documentation from the awarding body in order to facilitate a high standard of 

qualification delivery 

 inform future audit and monitoring activity for the awarding body 

All Principles may be included within the scope of the provider monitoring activity. 

Awarding body documentation considered for review includes all documents banked on the 

awarding body’s SharePoint Place at the time of provider monitoring and information 

supplied by providers to support provider monitoring activity. Restricted or commercially 

sensitive information gathered during SQA Accreditation’s quality assurance activities is 

treated in the strictest confidence. 

SQA Accreditation provider monitoring reports are written by exception focusing only on 
those areas where corrective action is required or recommended.  
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1.2 Provider Monitoring Report Timescales 
City and Guilds provider monitoring dates: 3 June to 17 September 2021 

Provider Monitoring Report approved by  

Accreditation Co-ordination Group on:   6 October 2021  

Provider Monitoring Report to be signed by City and Guilds 17 November 2021 

Action Plan to be emailed to regulation@sqa.org.uk 

by City and Guilds      17 November 2021 

The process will apply in relation to the timescales specified above: 

 The awarding body will be sent a copy of the Provider Monitoring Report by email. 

 The awarding body must sign the copy of the Provider Monitoring Report and return by 

email to SQA Accreditation in accordance with the timescale specified above.  

 The awarding body will also be emailed a copy of the Action Plan. 

 The awarding body must complete and return the Action Plan in accordance with the 

timescale specified above and email this in Microsoft Word format to 

regulation@sqa.org.uk. 

 SQA Accreditation will confirm when the Action Plan is appropriate to address the Issues 

and present it to Accreditation Co-ordination Group (ACG) for approval. 

 Following approval by ACG, the awarding body will be sent a signed copy of the 

approved Action Plan by email.  

 The awarding body must sign the Action Plan and return by email to SQA Accreditation.  

The findings of this Provider Monitoring Report and the associated Action Plan will be 

published on SQA Accreditation’s website following signed agreement. 

SQA Accreditation will continually monitor progress towards completion of the proposed 

actions identified in the Action Plan and update the awarding body’s Quality Enhancement 

Rating as appropriate. 

  

mailto:regulation@sqa.org.uk
mailto:regulation@sqa.org.uk
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1.3 Summary of Provider Monitoring Issues and 
Recommendations  
An Issue has been recorded where evidence shows that the awarding body is not compliant 

with SQA Accreditation’s regulatory requirements. The awarding body must address the 

Issues and specify corrective and preventative measures to address them through its Action 

Plan.  

The Action Plan is e-mailed to City and Guilds as a separate document to the Provider 

Monitoring Report and must be submitted to SQA Accreditation in accordance with the 

timescale specified in 1.2. 

As a result of the provider monitoring activity, seven Issues have been recorded and two 

Recommendations have been noted.  

Issue  Detail of Issue recorded 
Risk 
rating 

1. Principle 6  Provider 1 does not reference City and Guild’s 

processes and procedures to be followed by them 

for data protection as stipulated in City and Guilds 

Centre Manual Version 7.2 (April 2018, p37). 

In addition, the provider-devised data protection 

policy for provider 1 has not been updated to take 

account of current legislation surrounding the Data 

Protection Act 2018. 

Low 

2. Principle 10 Provider 3 was unable to provide the Accreditation 

Auditor with copies of the Scottish Certificate for 

Personal Licence Holders (SCPLH) qualification 

certificate and a recognised qualification in 

teaching or training qualification certificate for three 

out of its eleven tutors. Neither could it provide 

Continuous Professional Development (CPD) 

records for five out of its eleven tutors 

The Accreditation Auditor was therefore unable to 

ensure provider 3 was compliant with the Training 

Delivery and Assessment Strategy for Scottish 

Personal Licence Holder Qualifications October 

2019 — Approved by ACG on 11 December 2019. 

Medium  

3. Principle 10 Provider 2 was unable to provide the Accreditation 

Auditor with a copy of its Internal Quality Assurance 

Strategy.  

Low 
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4. Principles 6 & 11 The provider-devised Fairness, Inclusion and 

Respect (FIR) including Equal Opportunities and 

Equality and Diversity (Access to Programme or 

Scheme) document (review date of 3 November 

2020) given to the Accreditation Auditor by provider 

2 does not reference the Equality Act 2010. Nor 

does it reference all nine protected characteristics 

— it is missing sex, pregnancy and maternity. 

Low 

5. Principles 6 & 12 All three provider-devised complaints policies 

reviewed by the Accreditation Auditor do not inform 

candidates that, if dissatisfied with the outcome of 

their complaint to City and Guilds, they can 

escalate a complaint to SQA Accreditation as the 

qualifications regulator.   

In addition, the provider-devised complaints policy 

on page 8 of the Terms and Conditions document 

(October 2019) given to the Accreditation Auditor 

by provider 3, directs candidates to make 

complaints to a competitor awarding body. 

Medium 

6. Principles 6 & 13 The updated City and Guilds Enquiries and 

Appeals for Qualifications the Process and How to 

Apply, version 3.3 (October 2019) document, which 

is currently available on the City and Guilds 

website, does not make it clear that SQA 

Accreditation is unable to overturn assessment 

decisions or academic judgements. 

The provider-devised appeals policies given to the 

Accreditation Auditor by providers 1 and 2 do not 

make it clear that SQA Accreditation is unable to 

overturn assessment decisions or academic 

judgements.  

Neither do they inform candidates that, if 

dissatisfied with the outcome of an appeal to City 

and Guilds, that they have the right to submit a 

complaint to SQA Accreditation, as the 

qualifications regulator — whose role it is to review 

and ensure that the correct awarding body policies 

and procedures had been followed. 

Medium 
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7. Principles 6 & 14 Provider-devised Malpractice and 

Maladministration policies for providers 2 and 3 do 

not say that City and Guilds must be informed of 

any incident of malpractice within 10 working days 

of becoming aware of the incident. 

In addition, the provider-devised Malpractice and 

Maladministration Policy (3 November 2020) given 

to the Accreditation Auditor by provider 2 fails to 

make any reference to maladministration. The 

Accreditation Auditor is unsure how this provider 

could be safeguarding or managing 

maladministration when their policy makes no 

mention of it. 

Medium 

 

A Recommendation has been noted where SQA Accreditation considers there is potential for 

enhancement. The awarding body is advised to address any Recommendations in order to 

reinforce ongoing continuous improvement. However, measures to correct or prevent these 

are not mandatory and therefore do not form part of the Action Plan. 

Recommendation Detail of Recommendation noted 

1. Principle 4  City and Guilds should consider the feedback given by Provider 

3 at their meeting on 23 June 2021 to aid their continuous 

improvement to provide accessibility and support for Mac OS 

(Apple products), Chrome OS (Chromebook products), and 

(iOS) Tablet/Mobile as these devices are not currently supported 

for the delivery of City and Guilds on-screen assessments to 

enable all candidates to use remote invigilation for the onscreen 

assessment of exams via City and Guild’s on-line Evolve 

system. 

2. Principle 4  City and Guilds may wish to consider either reducing the 

candidate registration fee to take account of the reduction of the 

printing costs of the Personal Licence Holders Guide: Scotland 

document or making it available via Kindle or other e-book 

applications.   
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1.4 Risk Rating of Issues 
SQA Accreditation assigns a rating to each Issue recorded depending on the impact on or 

risk to the awarding body’s operations, its SQA accredited qualifications and/or the learner.  

Issues recorded during provider monitoring will count towards City and Guild’s Quality 

Enhancement Rating which will, in turn, contribute towards future quality assurance activity. 

Further detail on how the Quality Enhancement Rating is calculated can be found on the 

SQA Accreditation website.  

 

  

http://accreditation.sqa.org.uk/accreditation/Regulation/Quality_Assurance/Quality_Enhancement_Rating
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2 Good Practice, Issues and Recommendations  

The following sections detail: 

 good practice noted by providers  

 Issues recorded and Recommendations noted against SQA Accreditation’s regulatory 

requirements  

2.1 Good Practice 

The following areas of good practice were noted by providers: 

Provider 2 highlighted the: 

 excellent service given to providers by City and Guilds 

 reliability of information provided by City and Guilds on its website 

 availability of its external quality assurers to provide expert sector advice and guidance  

Provider 3 highlighted the: 

 excellent service provided by City and Guilds customer service team and its external 

quality assurers. 

2.2 Issues 

Regulatory Principle 6. The awarding body and its providers shall maintain accurate 

documents, records and data.  

On reviewing the provider-devised data protection policy (reviewed 2021) it was apparent 

to the Accreditation Auditor that the document had been written to comply with another 

awarding body’s processes and procedures for data protection.  

Provider 1 does not reference the City and Guilds processes and procedures to be 

followed for data protection, as stipulated in City and Guild’s Centre Manual Version 7.2 

(April 2018, p37). 

In addition, the Accreditation Auditor noted that the data protection policy has not been 

updated to reflect the update to the Data Protection Act (DPA) in 2018, moving from 

compliance with eight to seven principles. 

This has been recorded as Issue 1.  
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Regulatory Principle 10. The awarding body shall ensure that it has the necessary 

arrangements and resources for the effective delivery, assessment and quality 

assurance of SQA accredited qualifications.  

The Training Delivery and Assessment Strategy for Scottish Personal Licence Holder 

Qualifications (October 2019 — Approved by ACG on 11 December 2019) states (p2) that 

tutors must ‘Have successfully achieved and been issued with the appropriate certificate for 

the Scottish Certificate for Personal Licence Holders (SCPLH) qualification and hold a 

recognised qualification in teaching or training or have a role within the licensed trade where 

training is an integral part of the job.’ 

It goes on to state (p3) that ‘It is necessary for tutors to maintain a record of evidence of their 

continuous professional development (CPD). This is necessary to maintain an up to date 

understanding of the occupational area being assessed and can be achieved in a variety of 

ways. It should be a planned process and reviewed on an annual basis.’ 

Provider 3 was unable to provide the Accreditation Auditor with copies of the Scottish 

Certificate for Personal Licence Holders (SCPLH) qualification certificate and a recognised 

qualification in teaching or training qualification certificate for three out of its eleven tutors. 

Neither could it provide CPD records for five out of its eleven tutors 

The Accreditation Auditor was therefore unable to ensure provider 3 was compliant with the 

Training Delivery and Assessment Strategy for Scottish Personal Licence Holder 

Qualifications (October 2019 — Approved by ACG on 11 December 2019). 

This has been recorded as Issue 2.  

City and Guilds Centre Manual, Version 7.2 (April 2018) states (p59) that ‘Centres must 

have a written Internal Quality Assurance strategy. This will help ensure that internal quality 

assurance procedures: provide accuracy and consistency between Assessors in the use and 

interpretation of the guidance in the qualification and/or assessment documentation and are 

efficient and cost effective.’ 

Provider 2 was unable to provide the Accreditation Auditor with a copy its Internal Quality 

Assurance Strategy.  

This has been recorded as Issue 3.  

Regulatory Principle 6. The awarding body and its providers shall maintain accurate 

documents, records and data. 

Regulatory Principle 11. The awarding body shall ensure that its qualifications and 

their assessment are inclusive and accessible to learners.  

The provider-devised Fairness, Inclusion and Respect (FIR) including Equal 

Opportunities and Equality and Diversity (Access to Programme or Scheme) document 

(review date of 3 November 2020) given to the Accreditation Auditor by Provider 2 
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does not reference the Equality Act 2010. Nor does it reference all nine protected 

characteristics — it is missing sex, pregnancy and maternity. 

This has been recorded as Issue 4. 

Regulatory Principle 6. The awarding body and its providers shall maintain accurate 

documents, records and data.  

Regulatory Principle 12. The awarding body and its providers shall have open and 

transparent systems to manage complaints.  

All three provider-devised complaints policies reviewed by the Accreditation Auditor do not 

inform candidates that, if they are dissatisfied with the outcome of their complaint to City and 

Guilds, they can escalate a complaint to SQA Accreditation as the qualifications regulator. 

This had been raised previously as an issue in City and Guilds Provider Monitoring Report 

March 2019. 

In addition, the Terms and Conditions document (October 2019) of the provider-devised 

complaints policy given to the Accreditation Auditor by provider 3, directs candidates to 

make complaints to a competitor awarding body (p8). 

This has been recorded as Issue 5.  

Regulatory Principle 6. The awarding body and its providers shall maintain accurate 

documents, records and data.  

Regulatory Principle 13. The awarding body and its providers shall have clear, fair and 

equitable procedures to manage appeals.  

The updated City and Guilds Enquiries and Appeals for Qualifications the Process and How 

to Apply, version 3.3 (October 2019) document which is currently available on City and 

Guilds website do not make it clear that SQA Accreditation is unable to overturn assessment 

decisions or academic judgements. 

When reviewing the provider-devised appeals policies given to the Accreditation Auditor by 

Providers 1 and 2 they do not make it clear that SQA Accreditation is unable to overturn 

assessment decisions or academic judgements.  

Neither do they inform candidates if still dissatisfied with the outcome of their appeal to City 

and Guilds that they have the right to submit a complaint to SQA Accreditation, as the 

qualifications regulator — whose role it is to review and ensure that the correct awarding 

body policies and procedures had been followed. 

This has been recorded as Issue 6.  
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Regulatory Principle 6. The awarding body and its providers shall maintain 

accurate documents, records and data.  

Regulatory Principle 14. The awarding body and its providers shall ensure that it 

has safeguards to prevent and manage cases of malpractice and 

maladministration.  

Section 3.4 ‘Obligation of the Centre’ of the City and Guilds Centre Manual version 7.2 

(April 2018, p33) states that providers are ‘to take all reasonable steps to identify and 

minimise the risk of an occurrence of any incident of malpractice and inform City & 

Guilds within 10 working days’ of becoming aware of the incident’. 

When reviewing both provider-devised Malpractice and Maladministration policies for 

providers 2 and 3, the Accreditation Auditor noted that they do not specify that City and 

Guilds must be informed of any incident of malpractice within 10 working days of 

becoming aware of the incident. 

City and Guild’s Managing cases of suspected malpractice in examinations and 

assessments, version 6.2 (August 2018), quotes Regulatory Principle 14, stating ‘it is 

the awarding body’s responsibility to ensure it and its providers has safeguards to 

prevent and manage cases of malpractice and maladministration.’  

The provider-devised Malpractice and Maladministration Policy (3 November 2020) 

given to the Accreditation Auditor by provider 2 makes no reference to 

maladministration. The Accreditation Auditor is unsure how this provider could be 

safeguarding or managing maladministration when their policy makes no mention of it. 

This had been raised previously as an issue in City and Guilds Provider Monitoring 

Report March 2019. 

This has been recorded as Issue 7.  

2.3 Recommendations 

Regulatory Principle 4. The awarding body shall continually review the effectiveness 

of its business services, systems, policies and processes.  

Provider 3 informed the Accreditation Auditor that, due to the continuing COVID-19 

pandemic, they are currently delivering the Scottish Certificate for Personal Licence Holders 

at SCQF Level 6 and Scottish Certificate for Personal Licence Holders (Refresher) at SCQF 

Level 6 qualifications using remote invigilation for the onscreen assessment of its exams via 

City and Guild’s on-line Evolve system. 

City and Guild’s new Remote Invigilation (RI) service PowerPoint presentation states on 

slide 3 ‘We’ve listened to your testing needs on accessibility of on-line tests for all 

candidates’. 
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Provider 3 explained to the Accreditation Auditor that they and their satellite centres are 

having problems with City and Guild’s remote invigilation for the onscreen assessment of 

exams due to the limitations of accessibility with the following products: Mac OS (Apple 

products), Chrome OS (Chromebook products), and (iOS) Tablet/Mobile as these devices 

are not currently supported for the delivery of City & Guilds on-screen assessments.  

This is a potential barrier to candidates from Provider 3 and its satellite providers, whose 

candidates have these products/devices and are not able to use the City and Guild’s remote 

invigilation for the onscreen assessment of exams via the Evolve system. 

Provider 1 had a meeting with their account manager for City and Guilds and its UK sales 

managers on Tuesday 23 June 2021, to discuss this and other issues raised on the day.   

City and Guilds should consider the feedback given from Provider 3 at their meeting on 23 

June 2021 to aid their continuous improvement to provide accessibility and support in the 

delivery of the following products: Mac OS (Apple products), Chrome OS (Chromebook 

products), and (iOS) Tablet/Mobile devices to enable all candidates to use remote 

invigilation for the onscreen assessment of its exams via the Evolve system. 

This has been noted as Recommendation 1. 

In addition, Provider 3 informed the Accreditation Auditor that both providers and customers 

were unhappy with the lack of consultation undertaken by City and Guilds before making the 

decision to stop printing hard copies of the Personal Licence Holders Guide: Scotland 

document that is sent to candidates before they undertake the qualification.   

Originally the cost of the document was included within the registration fee with City and 

Guilds. Provider 3 informed the Accreditation Auditor that there has been no reduction in 

costs of candidate registration since City and Guilds stopped printing the document.  

Provider 3 went on to explain that it would be beneficial to its customers if this document 

could be made available via Kindle or other e-book applications. 

City and Guilds may wish to consider either reducing the candidate registration fee to take 

account of the reduction of the printing costs of the Personal Licence Holders Guide: 

Scotland document or making it available via Kindle or other e-book applications.   

This has been noted as Recommendation 2. 
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3 Acceptance of Provider Monitoring Findings 

 

For and on behalf of City and Guilds: 

 

For and on behalf of SQA Accreditation: 

 

  

  

  

  

 


