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1. Executive Summary
1.1 Section A: Background
This report is a result of the External Quality Assurance process undertaken by an independent
peer review panel. The panel evaluated the documentation submitted by the educational institution
and conducted an on-site audit visit. The panel was responsible for giving Judgements on Standards
1 and 3 – 11. As outlined in the External Quality Audit Manual of Procedures, the NCFHE sought
external expertise to evaluate and give Judgement on Standard 2. Through this report, the panel
also highlighted areas of good practice, which in view of an NCFHE peer review panel, make a
positive contribution to academic standards and quality and are worthy of being emulated and
disseminated more widely.

1.1.1 The Peer Review Panel
The Peer Review Panel was composed of:
Chair of Panel:
Dr Sandro Spiteri B.Ed. (Hons) (Melit), M.A. (Melit), Ed.D. (UCL IoE)
External Peer Reviewer:
Ing Pierre Dalmas B. Mech. Eng. (Hons) (Melit), MBA (Grenoble)
Student Peer Reviewer:
Mr Joseph Agius M.A., M.Div (SCL)
QA Managers (NCFHE):
Ms Lorraine Vassallo, Ms Sibby Xuereb

1.1.2 Specific Terms of Reference and Main Lines of Inquiry
The Panel took into consideration that the quality management system of the Institute for
Computer Education Ltd., hereinafter referred to as ICE, was ISO 9001-2015 certified, and that this
certification addressed certain aspects of the QA Audit requirements. The Panel thus agreed on the
following initial main lines of inquiry:
i.
How does ICE ensure student-centred learning, teaching and assessment?
ii.
How does ICE ensure due process in its student admission, progression, recognition and
certification procedures?
iii.
How does ICE ensure quality in the selection, professional development and support of
its staff?
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1.2 Section B: Key Findings, Judgements and Recommendations
1.2.1 Standard 1 - Policy for Quality Assurance
Summary of Main Findings
a. The fitness-for-purpose of ICE processes and procedures with respect to this Standard was
deemed to be mostly addressed by the ISO 9001-2015 certification.
b. However, the Panel noted that since ICE QA policy was structured strictly in response to ISO
certification requirements, it did not give sufficient attention to certain IQA Standards:
Standards 1, 2 and 3 were largely covered; Standards 7, 8 and 9 were partly covered; whilst
Standards 4, 5 and 6 were minimally or not covered.

Good Practice Identified
G.P 1.1. ICE has used its ISO certification process to address many QA processes, procedures and
outcomes expected by the NCFHE.

Judgement
ICE meets Standard 1.

Recommendations
R.I. 1.1. ICE needs to develop an Adjustment/Mitigation Policy with respect to student access,
learning process and assessment that incorporates and standardizes current ad hoc good practice.
R.I. 1.2. ICE needs to extend its ethical guidelines to cover student-to-student conduct, student-tostaff conduct, as well as its obligations as an employer towards its employees and service Providers.
R.I. 1.3. ICE needs to develop its QA Manual and internal auditing procedures further so as to
incorporate current QA good practice that is presently not captured by the Manual, and relate it
more clearly to the National QA F&HE Standards, especially with respect to Standards 4, 5 and 6.
Whilst the Panel recognises the value of the ISO 9001:2015 certification, it is recommended that
the documentation produced to align this certification to the NCFHE QA Standards is annexed to
the QA Manual and made public.
R.I. 1.4. ICE needs to consider ways how to enhance student involvement in its strategy
development.
R.I 1.5. ICE needs to review its QA Manual so as to distinguish between procedures that are
currently in place, and procedures that are envisaged as part of its planned growth. Once these
planned procedures are to become operational, the QA Manual needs to be submitted to the NCFHE
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for approval.
R.I. 1.6. It is recommended that ICE policy documentation specifies how student feedback informs
how management observe and give feedback to teaching staff.
R.I. 1.7 It is also recommended that ICE policy documentation specifies how the outcomes of this
feedback is communicated back to ICE and eventually to the students.

1.2.2 Standard 2 - Institutional Probity
Summary of Main Findings
As outlined in the External Quality Audit Manual of Procedures, the NCFHE sought external
expertise to evaluate and give Judgement on Standard 2.

Good Practice Identified
N/A

Judgement
ICE meets Standard 2.

Recommendations
N/A

1.2.3 Standard 3 - Design and Approval of Programmes
Summary of Main Findings
a. ICE is fully compliant with NCFHE guidelines for programme accreditation.
b. The involvement of external stakeholders in the identification of programme content
and/or training needs included the setting up of a Syllabus Advisory Council composed of
industry leaders.
c. ICE systematically gathers student feedback through regular and frequent informal
communication, as well as systematic mid- and end-of-course student feedback, to evaluate
delivery and pedagogical methods and to assess whether learning outcomes have been
reached.
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d. ICE has an ad hoc, largely informal, internal mechanism of processing NCFHE feedback to
programme applications for accreditation.
e. Assessment procedures for NCFHE-accredited courses have at times varied from those
approved by the NCFHE due to market needs, in ways that did not reduce the quality of the
provision, but which were not formally approved by the NCFHE.

Good Practice Identified
G.P 3.1. The design and development process is informed by feedback from foreign (and local)
industry practitioners that engage with ICE on a regular basis.
G.P 3.2. The Syllabus Advisory Council is still embryonic in its formation but already offers ICE with
a feedback loop in terms of keeping up to date with developments in the various industry sectors.
G.P 3.3. The output of the mid- and end-of-course student feedback as well as the ‘sponsored course
break’ meetings (when these were being held) between students and representatives of
management is used by ICE to indirectly inform the design and review of courses and programmes.

Judgement
ICE meets Standard 3.

Recommendations
R.I. 3.1. ICE needs to set up an internal mechanism for the approval of accredited course
applications before submission to NCFHE and throughout the course accreditation process, as well
as for the internal approval of modifications carried out to accredited programmes in line with
Awarding body guidelines, that incorporates and standardizes current ad hoc good practice.
R.I. 3.2. This internal mechanism should include a clear indication of the involvement of different
stakeholders in the design and development of courses.
R.I. 3.3. While the Panel appreciates that experience may indicate the need to review assessment
procedures, ICE needs to ensure that such procedures for its NCFHE-accredited courses conform to
the approved course applications. Any variations, whether in place or envisaged, need to be
discussed with NCFHE so that the course descriptions are revised and approved as necessary.
R.I. 3.4. ICE could consider offering, at a price refresher courses to alumni so as to top-up
knowledge and competence in skills learnt during completed ICE courses.
R.I. 3.5. ICE could consider offering on-demand extended training in particular courses over and
above strict examination requirements.
R.I. 3.6. ICE could consider increasing provision of courses over the weekend to increase access to
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prospective students.
R.I. 3.7. ICE is encouraged to take up again its ‘sponsored course breaks’ good practice as soon as
practicable, as a central part of its student feedback and course review process.

1.2.4 Standard 4 - Student-centred Learning, Teaching and Assessment
Summary of Main Findings
a. All trainers, including part-time and seasonal staff, both Maltese and foreign, were
contractually required to provide feedback and support to students both during and for up
to 6 months after the end of a course.
b. Feedback gathered from various sources is gathered on an ad hoc basis and is directed to
the appropriate departments or personnel, including teaching staff, for action to be taken.
c. ICE regularly observes its trainers in class and provides systematic written feedback, which
is then discussed and leads to improved delivery. However, ICE policy documentation does
not mention how student feedback informs the focus of observation by management.
d. ICE has procedures to govern the relationship between students and their teachers. Other
similar procedures between other stakeholders are needed.
e. In its interviews with two awarding bodies with ICT-based assessment, ECDL Malta and
DMI, the Panel ascertained that ICE is considered a reputable and reliable partner in terms
of attracting and retaining students, the quality of teaching, student feedback and
adherence to procedures. Indeed, ICE is held as an example for other partners.

Good Practice Identified
G.P 4.1. ICE makes ad hoc arrangements to tailor provision and assessment to particular student
access requirements.
G.P 4.2. ICE systematically gathers student feedback through regular and frequent informal
communication, as well as systematic mid- and end-of-course student feedback, to evaluate
delivery and pedagogical methods and to assess whether learning outcomes have been reached.
G.P. 4.3. ICE regularly observes its trainers in class and provides systematic written feedback,
which is then discussed and leads to improved delivery.
G.P 4.4. Training staff are required to provide feedback and support to students for up to 6 months
after the end of a course. Students and alumni attested to ICE’s prompt response to any perceived
lacunae or discrepancies in course delivery or support material.
G.P 4.5. Two Awarding Bodies working with ICE attested to their excellent working relationship
they have with ICE that, in the case of DMI, compares very well with that of other centres worldwide.
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G.P 4.6. ICE offers assistance to students, after they complete their course, by allowing them to use
their labs for further practice without charge.

Judgement
ICE surpasses Standard 4.

Recommendations
N/A

1.2.5 Standard 5 - Student Admission, Progression, Recognition and Certification
Summary of Main Findings
a. ICE has a strong customer satisfaction focus. The Admissions Team guides prospective
students to choose the study path that is most suitable for them.
b. Academic qualifications, as well as accreditation of prior learning through non-academic
qualifications and work experience, are all taken into consideration by the Academic Team.
c. An induction day is held for prospective students, which can be personalised if so required.
d. ICE’s students’ admission process policies do not currently include a Student Agreement as
per Subsidiary Legislation 324.433, which is required especially for foreign students.
e. Online access to the course application could be improved.
f. There may be an element of overlap between the certificate provided by ICE for homegrown accredited courses, and for industry-standard qualifications.

Good Practice Identified
G.P 5.1. ICE provides personalised information meeting for prospective students and, where
applicable, parents, to explain course requirements and consider any appropriate mitigation
factors or additional learning support.
G.P 5.2. The pre-admission practice ICE has is to give prompt and detailed information through
their chat service available from their website.

Judgement
ICE meets Standard 5.
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Recommendations
R.I. 5.1. Key Recommendation: ICE needs to review its Terms and Conditions in its student
application form to ensure that it is in line with NCFHE regulations, and specifically with reference
to the Student Agreement in Subsidiary Legislation 324.433, especially for foreign students.
R.I. 5.2. It is recommended that ICE consult the NCFHE to clarify any overlaps between homegrown accredited courses and certification thereof, and industry-standard qualifications.

1.2.6 Standard 6 - Teaching Staff
Summary of Main Findings
a. ICE lecturing staff short-listed from CVs and personal recommendations received by ICE are
interviewed and then observed during an Educator Demonstration Session. The candidate
is assessed on a number of factors, including communicative fluency, clarity of theoretical
explanation, clarity of slides presented, response to questions posed by company
representatives, presence in class including class control, tone and focus, confidence in
class, and technical skills demonstrated.
b. This procedure was common, although slightly adapted, to both new staff and
internationally-renowned providers that were engaged by ICE for high-level provision.
c. ICE is contractually bound to fully subsidise the continuous professional development of its
trainers, in both content areas and pedagogy. It fulfils this commitment through full
coverage of costs for software upgrade training, and of the Trained Teacher's Certificate
(TTC), as well as sponsored observation visits abroad.
d. ICE has set commendably high standards for the selection and on-going support of its
teaching staff that compare very favourably with other, much bigger higher education
institutions in Malta. However, this practice was not formalised as a policy.

Good Practice Identified
G.P 6.1. Before a final decision on the engagement of new staff is taken, their teaching skills are
observed by senior management in a real-class environment to see if their talent and their character
correspond to what ICE refers to as the ‘ICE Factor’ in the quality of competent, empathetic and
enthusiastic teaching leading to sustained student engagement and learning.
G.P 6.2. ICE commits itself contractually to fully subsidising the continuous professional
development of its trainers, both full-time and part-time, in both content areas and pedagogy.
G.P 6.3. It fulfils this commitment through full coverage of costs for software upgrade training, and
of the TTC, and which staff are strongly encouraged to achieve.
G.P 6.4. This support has also included sponsored observation visits abroad of industry-standard
ICT classroom delivery.
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G.P 6.5. A training drive is informed by student and stakeholder feedback and caters for planned
growth in provision.

Judgement
ICE surpasses Standards 6.

Recommendations
R.I. 6.1. ICE should formalise and standardise its staff CPD good practice into a Policy that clearly
describes how ICE intends to implement its contractual pledge to provide and/or cover the cost of
CPD required for service enhancement.

1.2.7 Standard 7 - Learning Resources and Student Support
Summary of Main Findings
a. The ICE Malta Study Plan may be customized according to individual requirements.
Students may opt to choose ‘Class Based Training’ or ‘Individual Based Training’.
b. An online student area which connects Educators and students is also used to upload notes,
presentation, suggested reading. ICE receives and handles applications for students
requesting additional services including Exam Reader and Extra Time.
c. The ICE Malta Study Experience includes practical experience during class, guidance by
tutors, use of the latest technology, participation in local and foreign competitions as well
as an online student area.
d. Students’ and tutors’ feedback were generally positive about the quality of ICE learning
resources, and very positive about the quality of student support. ICE is aware of some
minor issues and is addressing them.
e. ICE provides effective student face-to-face and online support during and up to 6 months
after course completion, making this a contractual obligation for tutors.

Good Practice Identified
G.P 7.1. ICE has proactively secured additional lecturing space with the same high specifications as
the present site.
G.P 7.2. All hardware and software are maintained to industry standard specifications.
G.P 7.3. ICE is currently piloting enhanced student management software that will improve both
the study experience as well as the capacity of ICE to maintain and use data for delivery
improvement.
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G.P 7.4. Management and staff of ICE have clearly internalised and have implemented a studentfocused approach to provide flexible student support as required.

Judgement
ICE surpasses Standard 7.

Recommendations
R.I. 7.1. ICE is encouraged to continue working towards its planned upgrade of learning resources
in response to student feedback, such as replacing the white boards that also function as projection
screens, and providing more comfortable classroom space.

1.2.8 Standard 8 - Information Management
Summary of Main Findings
a. ICE’s processes for admission records, student details and proof of assessment, as well as
for the maintenance of records, retention and archiving of student records, are fit for
purpose.
b. ICE retains information on course participation retention and success rates, as well as on
student and stakeholder feedback and uses it to inform its ongoing review process.
c. The data from stakeholder feedback is not retained, cross-referenced, reviewed or used to
inform development in a systematic manner but in a relatively piecemeal fashion.
d. ICE does have a data archival policy, but this does not specify the length of time for which
specific electronic information shall be archived.
e. In the case of corporate clients, ICE submits collated data, whilst respecting student privacy,
as feedback to the corporate client on sponsored employees.

Good Practice Identified
G.P 8.1. ICE systematically submits to employers the feedback from students they would have
sponsored.

Judgement
ICE meets Standard 8.
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Recommendations
R.I. 8.1. ICE needs to improve its capacity to periodically analyse and use the available data for its
quality systems, which is currently not sufficiently organised or systematically captured.
R.I. 8.2. ICE needs to clarify how it intends to ensure secure archival of data for 40 years.
R.I. 8.3. ICE is encouraged to continue working towards its planned CMS and VLE system upgrade
so as to facilitate its data mining capability so as to increase efficiency in feedback response and in
factoring in data analysis for system review and quality assurance.

1.2.9 Standard 9 - Public Information
Summary of Main Findings
a. The ICE website is compliant with the statutory information requirements as per NCFHE
regulations. It also provides information on teaching, learning and assessment procedures,
and on further learning possibilities and possible career pathways following course
conclusion.
b. ICE provides a Chat function on its website to interact with prospective clients. The efficacy
and responsiveness of this feature as well as follow-up phone-calls was confirmed through
a mystery shopper exercise, as well as through student and alumni feedback.
c. Whilst ICE public information did share success stories, it did not provide generic data of
success pass rates.
d. The website information on the ICE Malta Study Experience commitment to small classes
may be seen as being at variance with classes in its secondary premises of up to 30.

Good Practice Identified
G.P 9.1. The panel commends the prompt response to feedback and queries received by phone,
through its website and its embedded Chat feature
G.P 9.2. ICE’s website includes an internally-designed and produced information video on the
student experience at ICE that facilitates comprehension by prospective students
G.P 9.3. The website also includes reference to testimonials of identifiable alumni.
G.P 9.4. The website indicates what additional training is available through ICE on successful
completion of a particular course.

Judgement
ICE surpasses Standard 9.
13

Recommendations
R.I. 9.1. It is recommended that ICE enter into discussions with its Awarding bodies to ascertain
how generic data on examination results can be used and disseminated by ICE
R.I. 9.2. It is recommended that ICE clarified the pass mark/success requirements for its accredited
programmes.
R.I. 9.3. ICE should clarify on its website that its ‘small class’ policy does not preclude it from
forming classes of up to 30 if this does not hinder student learning.

1.2.10 Standard 10 - On-going Monitoring and Periodic Review of Programmes
Summary of Main Findings
The fitness-for-purpose of ICE processes and procedures with respect to this Standard was deemed
to be addressed by the ISO 9001-2015 certification.

Good Practice Identified
G.P 10.1. ICE has an informal process of liaising with industry leaders to review and upgrade its
provision.
G.P 10.2 ICE collects and analyses student feedback mid-way and at the end of each course as well
as well as during sponsored ‘course break’ meetings (when these were being held) between
students and representatives of management and uses this information to review teaching
practices and fitness for purpose of provision.

Judgement
ICE surpasses Standard 10.

Recommendations
R.I. 10.1. ICE should formalise and standardise its currently ad hoc good practice of gathering
feedback from industry partners that benefit from its training provision, into a Policy that clearly
describes how ICE gathers and uses such feedback for its quality review processes.
R.I. 10.2. ICE is encouraged to continue working towards the planned setting up of the Syllabus
Advisory Council, and to incorporate its functions in a revised QA Manual.
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R.I. 10.3. It is recommended that Provider alumni are systematically involved in the review of
courses.
R.I. 10.4. ICE is encouraged to take up again its ‘sponsored course breaks’ good practice as soon as
practicable, as a central part of its student feedback and course review process.

1.2.11 Standard 11 - Cyclical External Quality Assurance
Summary of Main Findings
a. ICE undertook and in 2014 achieved ISO 9001-2015 certification, over and above its IQA
obligations with respect to the Awarding Bodies it represents in Malta. This ISO
certification, which has been renewed every year since is further confirmation of the
quality-oriented outlook of ICE.
b. ICE has taken on board all recommendations made in the latest ISO audit in a timely fashion,
and has reviewed procedures and practices accordingly.

Judgement
ICE surpasses Standard 11.
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2. About the External Quality Audit
2.1 Introduction
The External Quality Assurance audit is a tool for both development and accountability. The QA
audit shall ensure that the internal quality management system of the provider is:
• fit for purpose according to the provider’s courses and service users
• compliant with standards and regulations and contributing to the development of a national
quality culture
• contributing to the fulfilment of the broad goals of Malta’s Education Strategy 2014-24
• implemented with effectiveness, comprehensiveness and sustainability.

2.2 Reviewers
Evaluation
subject
Peer Panel
Members

External Peers:
Dr Sandro Spiteri B.Ed. (Hons) (Melit), M.A. (Melit), Ed.D. (UCL IoE) Ing
Pierre Dalmas B. Mech. Eng. (Hons) (Melit), MBA (Grenoble)
Student Peer Reviewer:
Mr Joseph Agius M.A., M.Div (SCL)
QA Managers (NCFHE):
Ms Lorraine Vassallo, Ms Sibby Xuereb

Timeline

Dates

Milestone

4th May 2017

Panel received induction and
preparation
Panel met to determine the specific terms
of reference, aims, objective and research
question of the QA process.
Preliminary Provider meeting
On-site audit visit at Institute of
Computer Education Malta

6th September 2017

11th September 2017
12th - 14th February 2018
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2.3 Institutional Context
ICE Malta (hereinafter referred to as ICE) was set up in 2011, as a Further and Higher Education
Institution, licensed by the National Commission for Further and Higher Education (Licence
number: 2011-TC-010) to offer home-grown courses at MQF levels 3, 5 and 6 and programmes
awarded by ECDL Foundation at MQF levels 3 and 4 and the Digital Marketing Institute at MQF
levels 5 and 7. It specialises in delivering ICT tuition in the diverse fields of expertise required
within the IT industry. The courses on offer at ICE fall in four categories: Creative, Code, Technical
and Productivity. Some are accredited or recognised by NCFHE, whilst others are industry-standard
provision. Creative courses target creative individuals and offer skills such as graphic design,
website design, architectural planning and visualisation, 3D modeling and game development
amongst others. Code courses target both proprietary and open source development environment.
Technical courses are offered to students pursuing a career in IT support. Finally, productivity
courses are aimed at both technical and non-technical students who need to use ICT in their dayto-day environment. This includes courses such as ECDL Standard and Advanced, the Professional
Diploma in Digital Marketing, the Professional Diploma in Digital Selling & Microsoft Project.
A common theme throughout all courses is that ICE seeks to partner with industry leaders in the
creation of syllabi, learning materials and assessment methods. Such partnerships include Adobe,
Autodesk, Cisco, Digital Marketing Institute, Linux Professional Institute and Microsoft.
Furthermore, ICE also provides internationally-recognised certification through partnerships with
automated testing vendors including Pearson VUE, Kryterion and other course-specific testing.
ICE states its mission as providing a holistic study to students, bringing together the skills and
experience of professionals and the certifications of industry leaders in a state-of-the-art
environment through the latest technology and effective, innovative pedagogy. It seeks to achieve
customer satisfaction by providing a high-quality service to existing and prospective clients. The
service philosophy of ICE is based on, and measured against, quality objectives which focus on:
● Student performance
● Student feedback, during and after their course
● Recommendations
● The ICE Malta Study Experience.
To implement these objectives, ICE Malta has adopted a quality management system based on the
guidelines and requirements of ISO 9001:2015
ICE has delivered training to more than 2,500 students. These students attend lessons in a variety
of modes, primarily including classes scheduled during weekday evenings between 18:00 and
21:00. Classes are also held on Saturdays, between 09:00 and 16:00, and during mornings in
Summer between 09:00 and 12:00. Students can also choose to attend individual lessons. ICE also
has a corporate offering, designing custom training solutions for companies wishing to train their
employees. Such training may be delivered at the ICE premises or at the client’s premises.
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2.4 General Terms of Reference, Aims and Objectives of the EQA
Quality assurance in Malta is underpinned by six principles that determine the remit and function
of the National Quality Assurance Framework for Further and Higher Education, and the relationship
between internal and external quality assurance to enhance learning outcomes.
i.

ii.

iii.
iv.

v.
vi.

The Framework is based on the Standards and Guidelines for Quality Assurance in the
European Higher Education Area (ESG) and enriched by the European Quality Assurance
Reference Framework for Vocational Education and Training (EQAVET) perspective.
The Framework contributes to a National Culture of Quality, through:
● increased agency, satisfaction and numbers of service users,
● an enhanced international profile and credibility of providers in Malta,
● the promotion of Malta as a regional provider of excellence in further and higher
education.
The Internal Quality Assurance (IQA) is fit for purpose.
The External Quality Assurance (QA audit) is a tool for both development and
accountability. The QA audit shall ensure that the internal quality management system of
the provider is:
● fit for purpose according to the provider's courses and service users,
● compliant with Standards and regulations and contributing to the development of a
national quality culture,
● contributing to the fulfilment of the broad goals of Malta's Education Strategy 201424,
● Implemented with effectiveness, comprehensiveness and sustainability.
The Quality Improvement Cycle is at the heart of the Framework.
The integrity and independence of the QA audit process is guaranteed.

The QA audit provides public assurance about the Standards of further and higher education
programmes and the quality of the learning experience of students. It presents an opportunity for
providers to demonstrate that they adhere to the expectations of stakeholders with regard to the
programmes of study that they offer and the achievements and capabilities of students. It also
provides a focus for identifying good practices and for the implementation of institutional
approaches to the continuous improvement in the quality of educational provision.
NCFHE has a responsibility to ensure that a comprehensive assessment is conducted for all higher
education providers in Malta. The QA audit provides an opportunity to assess the Standards and
quality of higher education in Malta against the expectations and practices of provision across the
European Higher Education Area, and internationally.
The QA audit examines how providers manage their own responsibilities for the quality and
Standards of the programmes they offer. In particular, the following issues are addressed:
●

●

The fitness for purpose and effectiveness of internal quality assurance processes, including an
examination of the systems and procedures that have been implemented and the
documentation that supports them.
The compliance with the obligations of licence holders with established regulations and any
conditions or restrictions imposed by NCFHE.
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●

The governance and financial sustainability of providers, including assurances about the legal
status of the provider, the appropriateness of corporate structures and the competence of staff
with senior management responsibilities.

The QA audit benchmarks the QA system and procedures within an institution against eleven (11)
Standards:
1. Policy for quality assurance: entities shall have a policy for quality assurance that is made public
and forms part of their strategic management.
2. Institutional and financial probity: entities shall ensure that they have appropriate measures
and procedures in place to ensure institutional and financial probity.
3. Design and approval of programmes: self-accrediting providers shall have appropriate
processes for the design and approval of their programmes of study.
4. Student-centred learning, teaching and assessment: entities shall ensure that programmes are
delivered in a way that encourages students to take an active role in the learning process.
5. Student admission, progression, recognition and certification: entities shall consistently apply
pre-defined and published regulations covering all phases of the student 'life-cycle'.
6. Teaching staff: entities shall assure the competence and effectiveness of their teaching staff.
7. Learning resources and student support: entities shall have appropriate funding for their
learning and teaching activities and sufficient learning resources to fully support the students'
learning experiences.
8. Information management: entities shall ensure that they collect, analyse and use relevant
information for the effective management of their programmes and other activities.
9. Public information: entities shall publish information about their activities which is clear,
accurate, objective, up-to-date and readily accessible.
10. On-going monitoring and periodic review of programmes: entities shall implement the 'Quality
Cycle' by monitoring and periodically reviewing their programmes to ensure their continuing
fitness for purpose.
11. Cyclical external quality assurance: entities should undergo external quality assurance,
approved by NCFHE, at least once every five years.
Peer-review panels essentially ask providers the following question about their arrangements for
quality management:
'What systems and procedures are in place and what evidence is there that they are working
effectively?'
The approach to quality assurance can be encapsulated in a number of key questions which
providers should ask themselves about their management of quality.
● What are we trying to do?
● Why are we trying to do it?
● How are we trying to do it?
● Why are we doing it that way?
● Is this the best way of doing it?
● How do we know it works?
● Could it be done better?
Answers to these questions should form the basis of the provider’s critical assessment of and
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response to the self-evaluation questionnaire.
The approach of QA audit is not simply about checking whether providers adhere to the regulations;
it examines how providers are developing their own systems in addressing the expectations of
sound management of educational Standards and the quality of their learning and teaching
provision. It does not involve the routine identification and confirmation of criteria -– a 'tick- box'
approach – but a mature and reflective dialogue with providers about the ways in which they
discharge their obligations for quality and the identification of existing good practices.

2.5 Specific Terms of Reference and Research Questions
ICE has been ISO-9001-2015 certified since 8th May 2014; its latest recertification following
successful audit dated 7th May 2017, and is valid up to 7th May 2020. ICE requested that the ISO
external audit would be taken into consideration for the purposes of the fulfilment of this external
quality audit. The Panel noted that the NCFHE National Quality Assurance Framework for Further
and Higher Education (July 2015) mentions that a comparative study was carried out by the
EQAVET Network on the EQAVET Framework, the ISO 9001 Standard and the EFQM Excellence
Model, the study showed “that although these three models developed historically from completely
different origins and, consequently, differ substantially in terms of focus and tools used, they do
share important common elements. All three models are concerned with the same issue and build
on the Shewhart/Deming Cycle (Plan-Do-Check-Act) to achieve continual improvement”. The
Framework also discussed studies carried out internationally and locally that compared the ISO
Standards with the European Standards and Guidelines (ESG) and the EQAVET framework, which
conceptually underpin Malta’s QA Framework.
Furthermore, the Panel noted that the ISO quality assurance and audit system is a well-renowned
QA management system. This was further evidenced by the documentation and manual of due
process carried out for the ISO Certificate and re-certification for ICE, which the Panel reviewed.
To consider whether this documentation could be taken into consideration in the EQA process, with
the permission of the NCFHE Secretariat the Panel also compared the ISO 9001-2015 sub-criteria
to the criteria outlined in the 10 standards of the National QA Framework, keeping in mind the ICE
context. The Panel determined that parts of the IQA Standards could be deemed to be covered by
the ICE annual ISO9001:2015 audit report, a copy of which was made available to the panel by ICE,
as will be explained for each Standard below. To avoid overlap in the writing of this Report with the
analysis already undertaken by the ISO audit process, the review and analysis of findings for each
relevant Standard shall indicate which sub-criteria were satisfactorily addressed by the ISO audit,
and which required further elaboration.
The Panel was aware that one important difference between the ISO certification process and the
NCFHE QA process was that the judgement in the latter distinguished between meeting and
surpassing Standards. It was therefore determined that, should the Panel consider that a Surpasses
Standard judgement be applicable, this would need to be underpinned by observations of excellent
practice over and above the ISO certification process.
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The specific terms of reference and the main lines of enquiry of this QA Audit were strategically
aligned to take into consideration of ISO 9001-2015 certification of ICE. These were:
● How does ICE ensure student-centered learning, teaching and assessment?
● How does ICE ensure due process in its student admission, progression, recognition and
certification procedures?
● How does ICE ensure quality in the selection, professional development and support of its
staff?
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3. Analysis and Findings of Panel
3.1 Standard 1: Policy for Quality Assurance

Policy for quality assurance: entities shall have a policy for quality assurance that is made
public and forms part of their strategic management.

Main Findings
As discussed in Section 2.5, The fitness-for-purpose of ICE processes and procedures with respect
to this Standard was deemed to be mostly addressed by the ISO 9001-2015 certification. This
included the governance and management structure of ICE. However, the Panel noted that since ICE
QA policy was structured strictly in response to ISO certification requirements, it did not give
sufficient attention to certain IQA Standards: Standards 1, 2 and 3 were largely covered, Standards
7, 8 and 9 were partly covered, whilst Standards 4, 5 and 6 were minimally or not covered. Further
detail is given in the respective Standards in the rest of this Report. As part of its Self-Reflection
exercise in preparation for the EQA, ICE did produce documentation to align this certification to the
NCFHE QA Standards that capture some, but not all, of its effective good practice on the ground (and
which is detailed in the various sections of this Report), but this was not sufficiently detailed and
was not annexed to the QA Manual. Also, this documentation did not sufficiently distinguish
between procedures that are currently in place, and procedures that are envisaged, and which
preliminary work was ongoing, as part of the planned growth of ICE. ECDL Malta and DMI which
are two of the Awarding Bodies working closely with ICE and have conducted regular audits of ICE
processes and outputs, as well as the international trainers interviewed by the Panel, attested to
the quality culture that is embedded in the mind-set and operations of ICE.
ICE had detailed ethical guidelines for staff with respect to their interface with students, and this
was incorporated into their contracts of service. The panel noted that student-staff and employeremployee staff relations and communication were found to be uniformly correct and underpinned
by mutual respect, there was no similar documentation to cover student-to-student conduct,
student-to-staff conduct, as well as the obligations of ICE as an employer towards its employees and
service Providers.
As is referred to in Standard 10, there was evidence of student involvement in the strategy
development of ICE, but this was not systematic and was not embedded in ICE policies.
Although ICE does take mitigating action with respect to specific requests on a case by case basis, it
does not have an Adjustment/Mitigation Policy with respect to student access, learning process and
assessment. ICE has ethical guidelines with respect to the conduct of staff towards students, but not
for students towards each other or towards staff, or for the ICE administration towards its own
employees.
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Good Practice Identified
G.P 1.1. ICE has used its ISO certification process to address many QA processes, procedures and
outcomes expected by the NCFHE.

Overall Judgement for Standard
ICE meets Standard 1.

Recommendations
KR. 1.1. ICE needs to develop an Adjustment/Mitigation Policy with respect to student access,
learning process and assessment that incorporates and standardizes current ad hoc good practice.
R.I. 1.2. ICE should consider extending its ethical guidelines to cover student-to-student conduct,
student-to-staff conduct, as well as its obligations as an employer towards its employees and service
Providers.
R.I. 1.3. ICE should consider developing its QA Manual and internal auditing procedures further so
as to incorporate current QA good practice that is presently not captured by the Manual, and relate
it more clearly to the National QA F&HE Standards, especially with respect to Standards 4, 5 and 6.
Whilst the Panel recognises the value of the ISO 9001:2015 certification, it is recommended that the
documentation produced to align this certification to the NCFHE QA Standards is annexed to the QA
Manual and made public.
R.I. 1.4. ICE should consider ways how to enhance student involvement in its strategy development.
R.I 1.5. ICE should consider reviewing its QA Manual so as to distinguish between procedures that
are currently in place, and procedures that are envisaged as part of its planned growth. Once these
planned procedures are to become operational, the QA Manual needs to be submitted to the NCFHE
for approval.
R.I. 1.6. It is recommended that ICE policy documentation specify how student feedback informs
how management observe and give feedback to teaching staff.
R.I. 1.7 It is also recommended that ICE policy documentation specify how the outcomes of this
feedback is communicated back to ICE and eventually to the students.
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3.2 Standard 2: Institutional Probity
Institutional and financial probity: entities shall ensure that they have appropriate measures and
procedures in place to ensure institutional and financial probity.

Main Findings
As outlined in the External Quality Audit Manual of Procedures, the NCFHE sought external
expertise to evaluate and give judgment on Standard 2.
Institute of Computer Education Ltd is registered in Malta as a limited liability company under the
Companies Act (Cap. 386) enacted in Malta, whose principle activity is to deliver a positive study
experience to both national and international students in delivering ICT tuition aimed at the diverse
fields of expertise required within the IT Industry.
As outlined in the External Quality Audit Manual of Procedures, the NCFHE sought external
expertise to evaluate and give Judgement on Standard 2.
During the audit, it was noted that accounts are audited annually by an independent and certified
auditor. Through the financial accounts presented during the QA audit process it was noted that the
Total Equity of the Company has decreased its profit as from 31 st December 2015 to the 31st
December 2016. The Company still has a negative working capital. The Total Current Assets are
not sufficient to cover the Total Current Liabilities. Current Liabilities include Shareholders’ Loans
during 2016, the Company has invested in new Computer equipment. In fact, property, plant and
equipment has increased from 2015, while Directors’ Remuneration has decreased slightly in 2016.
ICE Malta is run by the Board of Directors which is made up of three individuals, who are also the
Heads of the institution. Headship and management staff were also reviewed by the ISO reviewers
and their judgement was taken on board by the NCFHE. Thus, staff in headship positions are deemed
fit-for-purpose

Good Practice Identified
N/A

Overall Judgement for Standard
ICE meets Standard 2.

Recommendations
N/A
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3.3 Standard 3: Design and Approval of Programmes
Design and approval of programmes: self-accrediting providers shall have appropriate processes
for the design and approval of their programmes of study.

Main Findings
As discussed in Section 2.5, the fitness-for-purpose of ICE processes and procedures with respect
to this Standard was deemed to be mostly addressed by the ISO 9001-2015 certification, namely
with respect to:
● the alignment of the design and approval of programmes with institutional strategy;
● the involvement of external stakeholders in the identification of programme content and/or
training needs,
● the involvement of employers and other stakeholders in the design and review of work-related
programmes, and
● the involvement of students in the design and review of programmes.
Additionally, the Panel noted the following:
● ICE is fully compliant with NCFHE guidelines for programme accreditation.
● The involvement of external stakeholders in the identification of programme content and/or
training needs included the setting up of a Syllabus Advisory Council composed of industry
leaders, one of whom was interviewed by the Panel, who participated on a pro-bono basis but
hoped to influence content and delivery so as to address much needed human resource
expansion needs in their sector.
● As discussed in Standard 4, ICE systematically gathers student feedback through regular and
frequent informal communication, as well as systematic mid- and end-of-course student
feedback, to evaluate delivery and pedagogical methods and to assess whether learning
outcomes have been reached. Until recently, the mid-course feedback was accompanied by
informal ‘course-break’ meetings between students and representatives of management to
discuss this student feedback. This process informs the design and review of courses and
programmes.
● ICE has an ad hoc, largely informal, internal mechanism of processing NCFHE feedback to
programme applications for accreditation. This system has worked up to now, but it is not
formalised and could lead to important issues or stakeholders being overlooked or given
insufficient attention.
● The Panel found evidence that minor assessment procedures for some NCFHE-accredited
courses have at times varied from those approved by the NCFHE due to market needs, in ways
that in the Panel’s considered opinion did not reduce the quality of the provision, but that these
changes were not formally approved by the NCFHE.
● Students and alumni mentioned the need for the provision of refresher courses so as to top-up
knowledge and competence in skills learnt during completed ICE courses, as well as for ondemand extended training in particular courses over and above strict examination
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requirements, to help student increase their mastery in particular skills. The need for more
weekend provision to widen access to working students was also mentioned.
Good Practice Identified
G.P 3.1. The design and development process is informed by feedback from foreign (and local)
industry practitioners that engage with ICE on a regular basis.
G.P 3.2. The Syllabus Advisory Council is still embryonic in its formation but already offers ICE with
a feedback loop in terms of keeping up to date with developments in the various industry sectors.
G.P 3.3. The output of the mid- and end-of-course student feedback as well as the ‘sponsored course
break’ meetings (when these were being held) between students and representatives of
management is used by ICE to indirectly inform the design and review of courses and programmes.

Overall Judgement for Standard
ICE meets Standard 3.

Recommendations
KR.I. 3.1. ICE needs to ensure that such procedures for its NCFHE-accredited courses conform to
the approved course applications. Any variations, whether in place or envisaged, need to be
discussed with NCFHE so that the course descriptions are revised and approved as necessary.
R.I. 3.2. ICE should consider setting up an internal mechanism for the approval of accredited course
applications before submission to NCFHE and throughout the course accreditation process, as well
as for the internal approval of modifications carried out to MQRIC-recognised programmes in line
with Awarding body guidelines, that incorporates and standardizes current ad hoc good practice.
R.I. 3.3. This internal mechanism could include a clear indication of the involvement of different
stakeholders in the design and development of courses.
R.I 3.4. ICE could consider offering, at a price refresher courses to alumni so as to top-up knowledge
and competence in skills learnt during completed ICE courses.
R.I. 3.5. ICE could consider offering on-demand extended training in particular courses over and
above strict examination requirements.
R.I. 3.6. ICE could consider increasing provision of courses over the weekend to increase access to
prospective students.
R.I. 3.7. ICE is encouraged to take up again its ‘sponsored course breaks’ good practice as soon as
practicable, as a central part of its student feedback and course review process.
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3.4 Standard 4: Student-centred Learning, Teaching and Assessment
Student-centred learning, teaching and assessment: entities shall ensure that programmes are
delivered in a way that encourages students to take an active role in the learning process.

Main Findings
As discussed in Section 2.5, the fitness-for-purpose of ICE processes and procedures with respect
to this Standard was deemed to be partly addressed by the ISO 9001-2015 certification, namely
with respect to:
● The feedback given to students to support their learning development. Specifically,
all
trainers, including part-time and seasonal staff, both Maltese and foreign, were contractually
required to provide feedback and support to students both during and for up to 6 months after
the end of a course.
Additionally, the Panel noted the following:
Although ICE is itself aware of the inherent restrictions in the physical environment of its main
venue, the Panel saw evidence that ICE nevertheless practices multiple modes of lesson
delivery and student engagement. For example, tutors make good use of the availability of
computers for each student to facilitate individualised learning and provide one-on-one
support.
ICE reviews its courses through the regular feedback it receives from the students. Apart from
ongoing informal oral feedback, questionnaires are administered electronically at midand end of each course. Up to some time ago the mid-course feedback was supplemented
with what ICE called ‘sponsored course breaks’, in which students would gather around
some snacks and give additional informal feedback on the course to ICE management on
the basis of a short presentation by management of students’ own questionnaire replies.
This practice has been temporarily discontinued due to increased administrative
workload and the current focus on the engagement of new staff.
● The feedback from various sources is gathered on an ad hoc basis and is directed to the
appropriate departments or personnel, including teaching staff, for action to be taken. ICE
regularly observes its trainers in class and provides systematic written feedback, which is then
discussed and leads to improved delivery. However, ICE policy documentation does not
mention how student feedback informs the focus of observation by management. Nor is it clear
how staff are expected to communicate back to ICE management with respect to changes
undertaken to bring about improvement as a result of this feedback.
● During the interviews with students, the Panel noted that there were numerous instances
whereby students had alerted ICE about their concerns or suggestions for improvement, or
communicated these to their tutors, who forwarded the concern to management. This was
confirmed with tutors and management. These issues were immediately taken up and
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addressed by the management with its staff. Such issues related to, for example, notes needing
to be updated, and the tutor needing to explain in more detail to a particular student.
ICE has procedures to govern the relationship between students and their teachers. These
procedures cover appropriately the areas which promote mutual respect within the learnerteacher relationship.
From the interviews with students and tutors, the Panel determined that students are given a
lot of autonomy to complete their assignments. Nevertheless, educators are always available to
guide students whenever they request assistance.
Electronically-assessed examinations, for example through the Pearson VUE platform, have
strong security features to ensure assessment integrity. The ICE website informs students about
the assessment methods. The Panel ascertained that appropriate appeal procedures were in
place and that ICE supported its students should such reconsiderations be necessary.
Digital Marketing Institute (DMI), which is one of the awarding bodies partnered with ICE,
gathers its own information on student feedback which allows it to make an independent ongoing assessment of provision, which it discusses with ICE.
In its interviews with two awarding bodies with ICT-based assessment, ECDL Malta and DMI,
the Panel ascertained that ICE is considered a reputable and reliable partner in terms of
attracting and retaining students, the quality of teaching, student feedback and adherence to
procedures. Indeed, ICE is held as an example for other partners.
ICE documentation includes “Cancellation by the applicant & Non-Attendance due to illness”.
The Panel also saw evidence that ICE does have a de facto consistent strategy in place in terms
of taking necessary mitigation action on an ad hoc basis, both in terms of provision and in terms
of assessment. As already discussed in Standard 1, ICE does not have an official policy for the
consideration of mitigating circumstances which should include alternative assessment
arrangements, temporary leave of absence and extension of studies; indeed, this issue has been
addressed in the Recommendations for Standard 1.

Good Practice Identified
G.P 4.1. ICE makes ad hoc arrangements to tailor provision and assessment to particular student
access requirements.
G.P 4.2. ICE systematically gathers student feedback through regular and frequent informal
communication, as well as systematic mid- and end-of-course student feedback, to evaluate delivery
and pedagogical methods and to assess whether learning outcomes have been reached.
G.P. 4.3. ICE regularly observes its trainers in class and provides systematic written feedback,
which is then discussed and leads to improved delivery.
G.P 4.4. Training staff are required to provide feedback and support to students for up to 6 weeks
after the end of a course. Students and alumni attested to ICE’s prompt response to any perceived
lacunae or discrepancies in course delivery or support material.
G.P 4.5. Two Awarding Bodies working with ICE attested to their excellent working relationship
they have with ICE that, in the case of DMI, compares very well with that other centres world-wide.
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G.P 4.6. ICE offers assistance to students, after they complete their course, by allowing them to use
their labs for further practice without charge.

Overall Judgement for Standard
ICE surpasses Standard 4.

Recommendations
N/A

3.5 Standard 5: Student Admission, Progression, Recognition and
Certification
Student admission, progression, recognition and certification: entities shall consistently apply
pre- defined and published regulations covering all phases of the student ‘life-cycle’.

Main Findings
The Panel noted the following:
● ICE has a strong customer satisfaction focus, which is evidenced multiple times in its vision
documentation, its policies and procedures, and its practice as highlighted during interviews
held with students and alumni. The Admissions team guide prospective students to choose the
study path that is most suitable for them. It is also entrusted to support current students and
alumni across all communication channels with academic guidance and information with
respect to their educational lifelong journey. The Operations and Quality Assurance teams
contact the students for further assistance after booking.
● ICE’s students’ admission process policies, including terms and conditions, are clear and quite
comprehensive. However, they do not currently include a Student Agreement as per Subsidiary
Legislation 324.433, which is required especially for foreign students.
● Online access to the course application could be improved: at the time of the QA Audit one
needed first to book before coming to the application and the terms and conditions.
● During the onsite visit the Panel learned that the chat function available on the ICE website is
very effective and much appreciated by the students. In fact, students asking for information
were given prompt and detailed information used a ‘mystery shopper’ approach to start a chat
on the ICE website with ICE management posing as a student making requirements. The
inquirer was given prompt and detailed information.
● The Panel confirmed with students and alumni the assertion at ICE that management holds an
induction day for prospective students, which can be personalised if so required. During the
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induction students are briefed by a member of the Admission, Academic or Operations team.
This includes a tour of the facilities and other information such as the process for contacting
school officials for relevant needs and emergency procedures. Foreign students whose first
language is not English are asked to take an English proficiency test both in writing and
conversational skills.
Entry requirements are assessed on a case-by-case basis by the Admissions Team and
Academic Team. Academic qualifications, as well as accreditation of prior learning
through non-academic qualifications and work experience, are all taken into consideration by
the Academic Team.
Upon successful completion of their course students are presented with certificates issued by
the relevant provider. The Panel noted that there may be an element of overlap between the
certificate provided by ICE for home-grown accredited courses, and for industry-standard
qualifications.
Since ICE is increasing its number of students, it is in the process of recruiting additional
members to the Admissions team with the input of a new Chief Operating Officer.

Good Practice Identified
G.P 5.1. ICE provides personalised information meetings for prospective students and, where
applicable, parents, to explain course requirements and consider any appropriate mitigation factors
or additional learning support.
G.P 5.2. The pre-admission practice ICE has is to give prompt and detailed information through
their chat service available from their website.

Overall Judgement for Standard
ICE meets Standard 5.

Recommendations
R.I. 5.1. Key Recommendation: ICE needs to review its Terms and Conditions in its student
application form to ensure that it is in line with NCFHE regulations, and specifically with reference
to the Student Agreement in Subsidiary Legislation 324.433, especially for foreign students.
R.I. 5.2. It is recommended that ICE consults the NCFHE to clarify any overlaps between homegrown accredited courses and certification thereof, and industry-standard qualifications.

3.6 Standard 6: Teaching Staff
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Teaching staff: entities shall assure the competence and effectiveness of their teaching staff.

Main Findings
As discussed in Section 2.5, The fitness-for-purpose of ICE processes and procedures with respect
to this Standard was deemed to be partly addressed by the ISO 9001-2015 certification, namely
with respect to:
making appropriate CPD arrangements for part-time and sessional teaching staff. Indeed, ICE
is contractually bound to fully subsidise the continuous professional development of its
trainers, in both content areas and pedagogy. It fulfils this commitment through full coverage of
costs for software upgrade training, and of the Trained Teacher's Certificate (TTC), which is the
industry-recognised standard for IT trainers, and which staff are strongly encouraged to
achieve. The Panel spoke to teaching staff who appreciated this support and the high standards
and expectation of ICE management for the continuous professional development of its teaching
staff. This support has also included sponsored observation visits to Barcelona and Dublin to be
able to experience top-notch ICT classroom delivery and adapt it to ICE courses.
Additionally, the Panel noted the following:
● Lecturing staff short-listed from CVs and personal recommendations received by ICE are
interviewed by at least one member of the Academic staff and where possible one or more
representatives from company management. The interviewing panel reviews the candidate's
CV, industry experience and qualifications, as well as aspirations and the desire to teach. The
candidate is also introduced to ICE Malta and given a brief overview. The candidate is informed
about the Educator Demonstration Session (EDS) that must be carried out and is also informed
of any certifications he/she will need to possess in order to be eligible to deliver lessons.
Candidates are provided with all material required to study for certification exams.
● The member of the Academic Team selects three topics that will be delivered by the shortlisted
candidate during the EDS. The EDS is carried out in the presence of at least one member of the
Academic Team or one representative from management. The session lasts between 20 to 60
minutes. The candidate is expected to deliver three topics (in English and Maltese) using
theoretical explanation (using slides prepared by candidate), demonstration of a practical
concept on the Educator computer or the candidate's workstation, connected to a projector
and organise a practical session consisting of a worksheet and any exercise files required. This
worksheet and any files must be prepared by the candidate to be undertaken. The present
members may choose to review the worksheet or actually undertake the exercise.
● The candidate is assessed on a number of factors, including fluency in English and Maltese
(unless the candidate is foreign), clarity of theoretical explanation, clarity of slides presented,
response to questions posed by company representatives, presence in class including class
control, tone and focus, confidence in class, technical skills demonstrated. The candidate is
informed of the outcome within three working days of the EDS. If the candidate is successful,
he/she is offered the certification exam and any relevant materials.
● Candidates who successfully complete the certification exam are confirmed as an ICE
Educator. The Educator must prepare material for the first lessons of the course, depending
on the frequency and length of the course being delivered. Normally, material for the first three
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lessons must be received prior to the commencement of the course. This clause may not apply
if there is existing material created by ICE Malta or an accredited partner for this course.
Material for each lesson must be sent to ICE Malta by the Educator prior to the lesson being
delivered.
The Educator is given an ICE Malta e-mail address and is provided a copy of the ‘ICE Educator
Guidelines’ that covers contractual agreement, provision of services, academic procedure,
Educator’s Procedural Guidelines, Ethics, Safety Guidelines and Classroom Laboratory
Guidelines.
The Panel noted that this procedure was common, although slightly adapted, to both new staff
and internationally-renowned providers that were engaged by ICE for high-level provision.
The Panel considered that, considering its size constraints and the fact that practically all ICE
teacher staff were part-time or providers engaged for one session, ICE was setting
commendable high standards for the selection and on-going support of its teaching staff that
compare very favourably with much larger higher education institutions in Malta.
The Panel noted that although ICE had developed commendable CPD good practices, this was
not formalised as a policy.

Good Practice Identified
G.P 6.1. Before a final decision on the engagement of new staff is taken, their teaching skills are
observed by senior management in a real-class environment to see if their talent and their character
correspond to what ICE refers to as the ‘ICE Factor’ in the quality of competent, empathetic and
enthusiastic teaching leading to sustained student engagement and learning.
G.P 6.2. ICE commits itself contractually to fully subsidising the continuous professional
development of its trainers, both full-time and part-time, in both content areas and pedagogy.
G.P 6.3. It fulfils this commitment through full coverage of costs for software upgrade training, and
of the TTC, and which staff are strongly encouraged to achieve.
G.P 6.4. This support has also included sponsored observation visits abroad of industry-standard
ICT classroom delivery.
G.P 6.5. Training drive is informed by student and stakeholder feedback and caters for planned
growth in provision.

Overall Judgement for Standard
ICE surpasses Standard 6.

Recommendations
R.I. 6.1. ICE should consider formalising and standardise its staff CPD good practice into a Policy
that clearly describes how ICE intends to implement its contractual pledge to provide and/or cover
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the cost of CPD required for service enhancement.

3.7 Standard 7: Learning Resources and Student Support
Learning resources and student support: entities shall have appropriate funding for their
learning and teaching activities and sufficient learning resources to fully support the students’
learning experiences.

Main Findings
As discussed in Section 2.5, The fitness-for-purpose of ICE processes and procedures with respect
to this Standard was deemed to be partly addressed by the ISO 9001-2015 certification, namely
with respect to:
● the access for all students to the necessary learning resources to fully engage with their
programmes of study;
● the availability of necessary learning infrastructures, including ICT technology, to support
current and future developments in teaching and learning
● ensuring that all administrative and support staff are appropriately qualified and have
opportunities for continuous professional development - this is discussed in more detail in
Standard 6.
Additionally, the Panel noted the following:
● The Management Team at ICE Malta provides leadership to ensure that student needs are
clearly determined and are then met, with the aim of enhancing customer satisfaction. The ICE
Malta Study Plan may be customized according to individual requirements. Students may opt
to choose ‘Class Based Training’ or ‘Individual Based Training’.
● An online student area which connects Educators and students is also used to upload notes,
presentation, suggested reading. ICE receives and handles applications for students requesting
additional services including Exam Reader and Extra Time.
● The ICE Malta Study Experience includes a small classroom philosophy, practical experience
during class, guidance by tutors, use of the latest technology, participation in local and foreign
competitions as well as an online student area. The Panel saw evidence of all these aspects.
● ICE Malta students are encouraged to participate in local and international competitions in
order to compete against other international students.
● With respect to the small classroom philosophy, this may be dictated by the fact that the main
venue has small teaching spaces so as to be able to accommodate multiple classes. However,
the Panel saw evidence of the personalised learning and engagement that ICE refers to.
● Due to increasing demand ICE has also invested into a second venue within walking distance
of the main venue, which allows for larger classes whilst allowing management to retain
physical oversight over both venues.
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All learning spaces are fully climate controlled. All labs are equipped with the latest technology
ensuring that all students are given the chance to practice in class. The school provides Wi-Fi
internet access available at all times. Both the main and the secondary learning venues are
equipped with ramps, lifts and toilet access facilities.
Students’ and tutors’ feedback were generally positive about the quality of ICE learning
resources, and very positive about the quality of student support. They were very satisfied with
the software, hardware and teaching resources provided. They were generally satisfied with
the physical environment, and had some minor complaints on some physical constraints (due
to the shape of some classrooms) and some of the physical resources of the main venue, such
as the use of the white boards to double as projection screens since this leads to glare that
distracts students. ICE were aware of these complaints and were in the process of addressing
them.
Both students and tutors confirmed that ICE provides effective student face-to-face and online
support during and up to 6 months after course completion, making this a contractual
obligation for tutors.
ICE is aware that the student management software it is currently using does not optimise the
potential for data control and mining so as to create positive feedback loops that inform its QA
mechanisms and enhance its provision. Also, although the software has acceptable student
support capabilities in line with industry standards locally, ICE is aware that this can be
improved in line with industry cutting-edge developments. It is therefore currently piloting
enhanced student management software that will improve both the study experience as well
as the capacity of ICE to maintain and use data for delivery improvement.

Good Practice Identified
G.P 7.1. ICE has proactively secured additional lecturing space with the same high specifications as
the present site.
G.P 7.2. All hardware and software are maintained to industry standard specifications.
G.P 7.3. ICE is currently piloting enhanced student management software that will improve both
the study experience as well as the capacity of ICE to maintain and use data for delivery
improvement.
G.P 7.4. Management and staff of ICE have clearly internalised and have implemented a studentfocused approach to provide flexible student support as required.

Overall Judgement for Standard
ICE surpasses Standard 7.

Recommendations
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R.I. 7.1. ICE is encouraged to continue working towards its planned upgrade of learning resources
in response to student feedback, such as replacing the white boards that also function as projection
screens, and providing more comfortable classroom space.

3.8 Standard 8: Information Management
Information management: entities shall ensure that they collect, analyse and use relevant
information for the effective management of their programmes and other activities.

Main Findings
As discussed in Section 2.5, The fitness-for-purpose of ICE processes and procedures with respect
to this Standard was deemed to be partly addressed by the ISO 9001-2015 certification, namely
with respect to:
•
procedures for admission records, students details and proof of assessment, and
•
maintenance, retention and archiving of student records.
Additionally, the Panel noted the following:
● ICE retains information on course participation retention and success rates, as well on student
and stakeholder feedback and uses it to inform its ongoing review process.
● The data from stakeholder feedback is not retained, cross-referenced, reviewed or used to
inform development in a systematic manner but in a relatively piecemeal fashion. This is
mostly due to the volume of data available as well as lack of time and human resources due to
the multitasking that ICE administrative staff and Management need to be engaged in to cater
for expanding provision. ICE Management is planning to introduce new software to address
this issue in academic year 2018-2019.
● ICE does have a data archival policy, but this does not specify the length of time for which
specific electronic information shall be archived.
● In the case of corporate clients, ICE captures and collates the data from feedback submitted by
students of its programmes that would have been sponsored to attend by their employers. It
then submits this collated data, whilst respecting student privacy, as feedback to the corporate
client.
Good Practice Identified
G.P 8.1. ICE systematically submits to employers the feedback from students they would have
sponsored.

Overall Judgement for Standard
ICE meets Standard 8.
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Recommendations for Improvement
R.I. 8.1. ICE needs to improve its capacity to periodically analyse and use the available data for its
quality systems, which is currently not sufficiently organised or systematically captured.
R.I. 8.2. ICE should consider clarifying how it intends to ensure secure archival of data for 40 years.
R.I. 8.3. ICE is encouraged to continue working towards its planned CMS and VLE system upgrade
so as to facilitate its data mining capability so as to increase efficiency in feedback response and in
factoring in data analysis for system review and quality assurance.

3.9 Standard 9: Public Information
Public information: entities shall publish information about their activities which is clear,
accurate, objective, up-to-date and readily accessible.

Main Findings
As discussed in Section 2.5, The fitness-for-purpose of ICE processes and procedures with respect
to this Standard was deemed to be partly addressed by the ISO 9001-2015 certification, namely
with respect to:
● the inclusion of intended learning outcomes in the information made available, and
● ensuring that the information available was sufficient for prospective applicants to be able to
make an informed choice in terms of the knowledge, skills and competences they would be
likely to acquire on successful completion of the programme.
Additionally, the Panel noted the following:
● The ICE website is compliant with the statutory information requirements as per NCFHE
regulations.
● The website also provided information on teaching, learning and assessment procedures, and
on further learning possibilities and possible career pathways following course conclusion.
● Website information did not clearly indicate the pass mark/success requirements for ICE
accredited programmes.
● As discussed with respect to Standard 7, ICE provides a chat function on its website to interact
with prospective clients. The Panel confirmed the efficacy and responsiveness of this feature
as well as follow-up phone-calls through a mystery shopper exercise, as well as through
student and alumni feedback.
● Whilst ICE public information did share success stories, it did not provide generic data of
success pass rates. In the case of courses accredited abroad, this was due to fears of
contravening contractual obligations. In its discussions with representatives of the awarding
bodies, the Panel discovered that ICE may have been over-interpreting these contractual
36

●

limitations, and there could be ways how it could disseminate its success in more systematic
ways that provided more generic information on its pass rates to prospective students.
The website information on the ICE Malta Study Experience included a commitment to small
classes. The Panel noted that this was generally the case, also due to the physical constraints
of the main premises. However its secondary premises included classes of up to 30. Students
in one such class that was interviewed by the Panel confirmed that due to an appropriate mix
of learning strategies and available resources, the quality of teaching and learning was not
compromised.

Good Practice Identified
G.P 9.1. The panel commends the prompt response to feedback and queries received by phone,
through its website and its embedded Chat feature
G.P 9.2. ICE’s website includes an internally-designed and produced information video on the
student experience at ICE that facilitates comprehension by prospective students
G.P 9.3. The website also includes reference to testimonials of identifiable alumni.
G.P 9.4. The website indicates what additional training is available through ICE on successful
completion of a particular course.

Overall Judgement for Standard
ICE surpasses Standard 9.

Recommendations
R.I. 9.1. It is recommended that ICE enter into discussions with its Awarding bodies to ascertain
how generic data on examination results can be used and disseminated by ICE
R.I. 9.2. It is recommended that ICE clarify the pass mark/success requirements for its accredited
programmes.
R.I. 9.3. ICE should clarify on its website that its ‘small class’ policy does not preclude it from
forming classes of up to 30 if this does not hinder student learning.
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3.10 Standard 10: On-going Monitoring and Periodic Review of
Programmes
Ongoing monitoring and periodic review of programmes: entities shall implement the ‘Quality
Cycle’ by monitoring and periodically reviewing their programmes to ensure their continuing
fitness for purpose.

Main Findings
●

●

●

●

●

As discussed in Section 2.5, The fitness-for-purpose of ICE processes and procedures with
respect to this Standard was deemed to be addressed by the ISO 9001-2015 certification,
namely with respect to:
having in place appropriate arrangements for monitoring and periodical reviewing of
academic programmes to ensure that they are meeting the set objectives and expectations;
identifying recommendations for improvement and further developments of programmes;
considering input, process and output standards, so that the provider could demonstrate
that its programmes fully met expectations or, where this was not the case, had taken
appropriate measures to revise individual programmes.
ensuring that the views of students, employers and other stakeholders are fully taken into
consideration as part of this process.
As discussed in Standard 3, this includes the systematic, although presently informal, liaison
with industry leaders to advise on programme review, which in the near future will lead to the
formal setting up of a Syllabus Advisory Council.
With respect to student feedback, this includes the systematic collection, collation and analysis
of student feedback mid-way and at the end of each course through online qualitative and
quantitative questionnaires.
Up to some time ago, management also held ‘sponsored course break’ meetings (so called
because refreshments would be provided during the meeting courtesy of the refreshments
company e.g. a biscuit manufacturer) in the middle of the longer courses between students and
representatives of management. During these informal meetings, management presented data
from students’ own feedback questionnaires and asked them to elaborate further; this input
greatly enriched the information provided in the questionnaires. These mid-course ‘sponsored
breaks’ are currently not operational due to internal capacity building, but ICE management
intend to start them up again once there are sufficient human resources to manage what they
consider to be a key feedback mechanism.
As also discussed in Standards 1 and 3, the ISO re-certification process is not, in and of itself,
sufficient to ensure due process with respect to the need for communication with and approval
by NCFHE for any updates or reviews of accredited programmes.

Good Practice Identified
G.P 10.1. ICE has an informal process of liaising with industry leaders to review and upgrade its
provision.
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G.P 10.2 ICE collects and analyses student feedback mid-way and at the end of each course as well
as well as during sponsored ‘course break’ meetings (when these were being held) between
students and representatives of management and uses this information to review teaching practices
and fitness for purpose of provision.

Overall Judgement for Standard
ICE surpasses Standard 10.

Recommendations
R.I. 10.1. ICE should consider formalizing and standardizing its currently ad hoc good practice of
gathering feedback from industry partners that benefit from its training provision, into a Policy that
clearly describes how ICE gathers and uses such feedback for its quality review processes.
R.I.10.2 As discussed in Standards 1 and 3, the ISO re-certification process could to be
supplemented by due communication with and approval by NCFHE for any updates or reviews of
accredited programmes.
R.I. 10.3. ICE is encouraged to continue working towards the planned setting up of the Syllabus
Advisory Council, and to incorporate its functions in a revised QA Manual.
R.I. 10.4. It is recommended that Provider alumni are systematically involved in the review of
courses.
R.I. 10.5. ICE is encouraged to take up again its ‘sponsored course breaks’ good practice as soon as
practicable, as a central part of its student feedback and course review process.

3.11 Standard 11: Cyclical External Quality Assurance
Entities should undergo external quality assurance by, or with the approval of, the NCFHE on a
cyclical basis, according to NCFHE guidelines, once every five years.

Main Findings
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a) ICE undertook and achieved ISO 9001-2015 certification in 2014, which is over and above
its IQA obligations with respect to the Awarding Bodies it represents in Malta. This ISO
certification, which has been renewed every year since, is further confirmation of the
quality-oriented outlook of ICE.
b) ICE has taken on board all recommendations made in the latest ISO audit in a timely fashion,
and has reviewed procedures and practices accordingly.

Overall Judgement for Standard
ICE surpasses Standard 11.
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4. Response by the Provider
1. Preamble
As Malta’s first and only ICT Academy to achieve the prestigious international quality
standard ISO 9001:9015, Institute of Computer Education Ltd. (ICE Malta) applauds the
NCFHE for taking this initiative introduced to ensure that quality measures implemented at
local educational entities are aligned with the standards set by the authority - ‘ICE
undertook and achieved ISO 9001-2015 certification in 2014, which is over and above its
IQA obligations with respect to the Awarding Bodies it represents in Malta. This ISO
certification, which has been renewed every year since, is further confirmation of the
quality-oriented outlook of ICE’
Quality assurance is essential for building trust, efficiency, transparency and to reinforce the
attractiveness of our islands as a hub for learning and therefore must be given the highest
importance by all educational entities irrespective of who their target student is. ICE Malta
welcomes the publication of its first external quality assurance audit report carried out by
the National Commission for Further and Higher Education and would like to thank the
authority for highlighting ICE Malta’s efficiencies and best practices as well as putting
forward a number of recommendations which are of immense value and will help the
management team raise the institute’s high standards and continue to achieve academic
excellence.

2. Response to comments and proposals made by the Peer Review Panel in connection
with Standards where the judgement was “Standard met”.
ICE Malta surpassed the majority of standards set by NCFHE (ICE Malta surpasses standards
4,6,7,9,10,11) and met all remaining standards confirming that no standard requires any
form of improvement. The NCFHE audit in its majority addressed standards set by the ISO
9001-2015 certification, namely with respect to QA processes, procedures and outcomes
such as the alignment of the design and approval of programmes with institutional strategy,
the involvement of external stakeholders in the identification of programme content and/or
training needs, the involvement of employers and other stakeholders in the design and
review of work-related programmes, and the involvement of students in the design and
review of programmes.
Ultimately ICE Malta takes pride in the consistent and high-quality study experience it
delivers to individuals and corporate teams and will continue to strive to set a high
benchmark of quality in the local learning arena. During the 2018 audit, the Peer Review
Panel decided that all standards were either met or surpassed therefore no standards
require improvement. While an immense number of good practices were listed a number of
interesting recommendations were also made. In past ISO audits, ICE Malta has taken on
board all recommendations made in a timely fashion, and has reviewed procedures and
practices accordingly. In the same manner, the management team will consider all
recommendations made by the Peer Review Panel.
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Annex: Review Panel Bio Notes
In the setting up of the review panel for Institute of Computer Education Ltd the NCFHE sought
to maintain a high degree of diligence in the process of selection of the members of Peer Review
Panel. The Panel sought to be composed of specialists in quality assurance to act as External Peers,
professionals and practitioners of quality assurance frameworks, as well as students who, prior to
the audits, attended professional Training Seminars organised by the NCFHE.
The following bio notes present the profiles of the members of Peer Review Panel. The bio notes
are correct as at the time of when the QA audit was carried out (12th to 14th February, 2018).

Chair of Review Panel: Dr Sandro Spiteri
Dr Sandro Spiteri has taught and trained in the primary, secondary and tertiary sectors since 1989.
From 2001 to 2008 he set up the first national family literacy and parent leadership programmes
in Malta, and has worked and published with UNESCO on these issues. For 10 years from 2001 he
was founding Head of the Malta Writing Programme, the first affiliate site in Europe of the National
Writing Project in the USA, which also included a range of programmes for families and parents.
From 2008 to 2009 Sandro was the first Principal of St Margaret College. In 2009 he was appointed
Director for Quality Assurance and later Director for Curriculum Management for compulsory
education. In these roles he set up the school external review system, the mentoring system for
newly qualified teachers, and the first national literacy strategy. In 2013 Sandro was appointed as
the first Head of Quality Assurance at the National Commission for Further and Higher Education;
in this role he set up the QA system and authored the National QA Framework for the sector. He
also co-ordinated the first three external quality audits (EQAs) and participated in the EQAs of the
University of Malta and MCAST. Since November 2015 Sandro is Senior Executive at the QA Unit
of the University of Malta. In 2017 he has awarded an educational doctorate from the UCL Institute
of Education, London, with a focus on quality assurance in higher education.

Peer Reviewer: Ing. Pierre Dalmas
Ing. Dalmas is Director, Quality Assurance at the Malta College of Arts Science and Technology. His
responsibilities primarily include the updating of the quality management system, process review
and improvement, handling of complaints and student appeals, internal auditing and ensuring
compliance of the quality system to the internal and external regulatory requirements. He holds
a Masters in Business Administration (Grenoble Graduate School of Business) and a first degree
in Mechanical Engineering (University of Malta). Throughout his career, Pierre held various
management positions within the insurance surveying, M&E contracting and manufacturing
industries and for the last seven years in the vocational further and higher education
sector. During these years, he was responsible for the setting up of Quality, Environment and Food
Safety Management Systems. He also delivers training courses on Quality Management Systems
and Quality Improvement Tools to various participant groups within both industry and currently
in the Vocational Education and Training Environment.
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Student Peer Reviewer: Mr Joseph Agius
Joseph’s mission in life is to pastor and to promote Christian education. Together with his wife, he
pioneered and pastor Word of Life and Gozo Jesus Pentecostal Holiness Churches. He also oversees
the Pakistani PH congregation. Joseph also pioneered the first evangelical work in the Maltese
Correctional Facility (CCF). In 2008, Joseph accepted the responsibility to direct the first
recognized Evangelical Bible School in Malta. He is the director and national representative of
Global University USA which operates under the name of Global Institute of Theology in Malta. He
was also the first Maltese pastor with recognized Biblical and theological qualifications. Joseph
earned B.A.s in Bible education and Christian Education. He continued his studies and graduated
with a Master of Arts in Biblical studies; a graduate certificate in education; and a Master of
Divinity degree. He is currently a doctoral student. His goal now is to see Evangelical Pastors and
leaders academically qualified in their ministry.
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