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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: Prof Joseph Muscat
External Peers: Dr Alexander Spiteri
Student Peer Reviewer: Mr Steve Vella
QA Managers (NCFHE): Ms Angelique Grech and Ms Lorraine Vassallo

1.1.2 Specific Terms of Reference and Main Lines of Inquiry
In accordance with the terms of reference of the NCFHE audit, the Panel agreed to restrict its quality
assurance inquiry to TCTC’s MQF-level courses accredited by NCFHE, namely C&G Computerised
Accounts Levels 1,2,3, ECDL Core and Advanced, and the locally-accredited course ICT4U Training
Award. Although TCTC has other core educational activities, they do not lead to MQF qualifications
and were deemed to fall outside the remit of this Audit.
As part of the improvement cycle approach encouraged by NCFHE, this report contains a number
of recommendations to be interpreted as follows:
 Conditional Recommendations should be implemented before the start of the 2020-21
academic year in order for the institution’s licence to be renewed;
 Key Recommendations should be implemented expediently by the Institute to address
weaknesses;


Recommendations are suggestions for improvement based on the Panel’s analysis and
observations.
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1.2 Section B: Key Findings, Judgements and Recommendations

1.2.1Standard 1 - Policy for Quality Assurance
Summary of Main Findings
TCTC has a number of informal and effective procedures that fall under quality assurance for its
licensed courses. None of these were published either as a Quality Assurance Document or on its
website. The Principal of TCTC is the person mainly responsible for most academic matters,
company direction, and quality assurance, and he deals with corrective measures whenever issues
arise, but there is no formulated explicit procedure or policy that govern such actions. As a certified
Centre for both C&G and ECDL, TCTC has to abide by a set of quality assurance minimum standards
for their Centres as specified in their respective manuals. However both these institutions’ quality
assurance concerns are primarily about assessment and invigilation, and leave it up to the Centres
to determine their minimum course requirements and teacher qualifications and experience.

Good Practice Identified
1. TCTC disseminates a short questionnaire to students for feedback on its computer labs, tutors,
and courses.
Judgement
TCTC does not meet Standard 1.

Recommendations
1.

2.

3.

Conditional Recommendation: As a Further Education Institution, TCTC should produce a
Quality Assurance Handbook that establishes its educational goals and commitments, and
incorporates, specifies, and expands upon already existing procedures of quality assurance.
This manual should be published and a version of it placed on the TCTC website for the
benefit of its students and instructors.
Key Recommendation: TCTC should prepare IQA reports periodically, and present one in
time for the next External Quality Assurance Audit. These reports should provide general
policies and the means of achieving them, as well as regular and more detailed quality
assurance reviews which describe how the provider maintains a sound relationship with
the awarding body and how its educational programmes and awards meet NCFHE
standards.
Key Recommendation: TCTC needs to take a more proactive approach in allocating more
resources to affect an improvement in the quality cycle of its courses.
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1.2.2Standard 2 - Institutional Probity
Summary of Main Findings
The training provider is ensuring that the members of its body corporate, legal representative/s
and staff occupying headings positions are fit for purpose, and this is achievedby carefully
selecting personnel for the respective crucial regulatory and academic roles. However, no budget
plans were presented during this audit probably owing to the fact that the business is managed by
its owner.
From a financial perspective the company has more than sufficient financial resourcesto ensure
the continued implementation of its current academic programme and to be able to sustain its
growth path.
Good Practice Identified
N/A
Judgement
Meets Standard 2
Recommendations
1. Key Recommendation: TCTC should monitor progress against its business plan and set
financial and volume targets for the growth of its training programmes. Furthermore, it is
recommended that the owner-manager of TCTC invests time in the writing of procedures
relating to the basis and methodology of selection of persons for headship posts which
might be required in the future.
1.2.3 Standard 3 - Design and Approval of Programmes
Summary of Main Findings
Except for a discontinued course called ICT4U, all accredited courses offered by TCTC are assessed
and certified by C&G or ECDL. The Panel considered the implementation of the C&G course
Computerised Accounts (C&G 8989-01/02/03) as a taught programme. In its online handbook, C&G
recommend the following number of hours, including assessment, for Levels 1, 2, 3: 30 hours, 30
hours, 60 hours, respectively. TCTC adopt the following hours instead (including exams): 15 hours,
6 hours, 12 hours. Combined with interviews of C&G students and teachers that showed there was
indeed insufficient time, this appears to indicate an unjustified decision to reduce teaching time
during the Programme Design phase. Most teaching is instructional with the final examination as
the main focus, and lacks initiatives towards active explorative learning. In order to understand
TCTC’s processes for the design and approval of programmes of study, the Panel also considered
other unaccredited courses, which form an essential part of the business of TCTC. The Principal’s
experience in the IT educational sector allow him to identify new niches and develop new
programmes aimed at targeted audiences with the help of an ad hoc Committee.
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Good Practice Identified
1. The currently taught accredited courses abide by international standards, ensuring an
independent review process for course content and assessment, thereby instilling public
confidence in their autonomy.
2. Current courses make essential use of hands-on practical work with computers,
complementing theoretical instruction. They provide an opportunity of personalised and
effective skills practice that is greatly beneficial to learners.

Judgement
Requires improvement to meet Standard 3.
Recommendations
1. Conditional Recommendation: TCTC should review its C&G Computerised Accounts
programme to allocate more time for teaching, in line with C&G documentation, in all Levels,
especially Level 2.
2. Recommendation: As a Further Education Institution, TCTC should consider adopting a
more specific learning outcomes approach (aims, content, skills, competences) for its
courses, rather than focusing mostly on final examinations.
1.2.4 Standard 4 - Student-centred Learning, Teaching and Assessment
Summary of Main Findings
In general, tutor-pupil relations are very good. With class sizes of at most 10 students, classes enjoy
a healthy student-teacher ratio. Students commented that tutors were very helpful, considerate and
attentive to their needs. They are generally happy with the level of organisation and teaching, and
would recommend TCTC to their colleagues. The company follows students’ progress and seeks
instructors’ opinions on them; if necessary, it offers additional one-to-one support at extra cost.
However, the Panel identified several serious issues. Student feedback is not an integral part of the
quality assurance review. The company’s student feedback mechanism is inadequate; complaints
about too little time to cover material and time wastage due to computer server failure remained
unattended and unresolved over more than a year. When it came to administer the NCFHE audit
questionnaire, only a dismal 1% of the students left responses. Teachers have strict instructions to
not contact students unless through the intermediation of non-academic staff members, even
before exams. Moreover, there is hardly any communication or joint planning between teachers of
the same subject operating in different TCTC centres.

Good Practice Identified
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1. TCTC advises students who are facing difficulties in mastering content to defer assessment,
and additional one-to-one tuition is offered.
2. Since its inception, TCTC has been a pioneer in reaching as wide an audience as possible, in
all societal strata from beginners to senior citizens, to encourage them to further their
education in digital literacy and IT.
3. Students’ requests for extra time or for a reader during an ECDL examination are acceded
if a doctor’s certificate is submitted and approved. Other special needs, such as wheelchair
access, are also met.

Judgement
Requires improvement to meet Standard 4.
Recommendations
1. Conditional Recommendation: TCTC needs to undertake a comprehensive review to determine
how it can enhance its communication with its students. Particular focus should be placed on
gathering systematic feedback from all its students and using this information to support
students, review the service, and to ensure that student complaints reach, or are addressed by,
the Principal.
2. Key Recommendation: TCTC needs to enhance the electronic access of its students, in particular
those of 16 years of age or older, to its teachers so as to enhance student support outside faceto-face lesson time, for example by providing staff with email addresses within the TCTC
domain. The filtering of student requests for support by administrative staff should not remain
the norm and should be reduced to a minimum according to clearly defined parameters,
especially with students of post-compulsory education age. This would enhance administrative
efficiency, improve turnaround response times, and enhance a culture of professional
engagement and contingent student support.
3. Key Recommendation: TCTC should implement a comprehensive anonymous student feedback
mechanism at the end of each course by expanding its present system to encompass all students.

1.2.5 Standard 5 - Student Admission, Progression, Recognition and Certification
Summary of Main Findings
Since TCTC is a certified C&G and ECDL Centre, it is bound to follow, and appears to comply with,
the admission, progression and certification guidelines of the respective awarding bodies. The C&G
representative stated that TCTC is considered a low-risk educational entity since all assessment
and marking of its examinations is carried out at C&G, and that they never had any student
complaints. TCTC administrative staff provide one-to-one guidance, especially to atypical IT users
such as homemakers and older users. Because such ‘late’ users tend to prefer a paper record of
progress, TCTC has developed an in-house Progress Card system for ECDL courses, a paper
application system for new registrations, etc. TCTC’s terms of conditions for non-refundable ECDL
test fees are not made clear on its website. In accordance with C&G and ECDL regulations, there are
no published admission requirements, and none are applied in practice.
Good Practice Identified
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1. TCTC administrative staff provide one-to-one guidance to prospective students, where
required, to ensure their comprehension of expectations, processes and requirements.
2. All courses start with an informal induction process provided by TCTC administrative staff,
who outline policies and procedures.
3. TCTC retain a paper application system for ECDL new registrations, and other ECDL
procedures, such as an in-house Progress Card; this allows for access by prospective and
current users who would otherwise be reluctant to make their requests electronically.
4. Students who have justified reasons for not starting or for discontinuing their course are at
least issued a voucher of equivalent value for use of other TCTC provision in the future.

Judgement
Meets Standard 5.
Recommendations
1. Key Recommendation: TCTC needs to formalise its existing procedures for full or partial
refund of courses, differentiating between monetary refund and course voucher, and to
publish this information on its website. Applicants should be aware of such procedures
prior to commencement of a course.
2. Recommendation: TCTC could consider ways on how to set up a parallel e-form system for
its current paper-based system of TCTC request forms, on the same lines as its dual ECDL
application system, so as to enhance efficiency and data storage.

1.2.6 Standard 6 - Teaching Staff
Summary of Main Findings
The standard practice in education is that the tutor has a qualification of at least one level higher
than the taught course. With a few exceptions, the Panel could confirm that this is the case with the
instructors in the accredited courses at TCTC. The selection and recruitment process appears to be
clear and transparent, albeit not published; it is conducted entirely by the Principal who reviews
candidates’ CVs, holds interviews with them, and issues letters of appointment. Basing on two Panel
interviews, instructors appear to have a good working relation with the Principal. Informal
feedback on instructors are given by students to TCTC staff members towards the beginning of
modules. There is little or no communication between teachers and students outside class hours,
or even between teachers themselves, as borne by discussions with them during the site visit.
Good Practice Identified
1. When an instructor is newly recruited, he or she undergoes a “Train the Trainer” course
and observer sessions.

Judgement
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Meets Standard 6.
Recommendations
1. Key Recommendation: TCTC should commit to a minimum set of published criteria
(qualifications, experience, etc.) for recruitment, especially as regards its ECDL courses.
2. Key Recommendation: TCTC should consider ways on how to monitor the quality of
teaching of its tutors by assigning tutors to mentor new ones, and to give feedback to
tutors accordingly.
3. Recommendation: Further to Recommendation 2 in Section 3.4, TCTC may consider
setting up a Virtual Learning Environment whereby instructors can post learning
materials or homework online, for students to access at home. This entails a revision in
the current working conditions of its teachers that prohibit such communication.
4. Recommendation: TCTC could develop procedures and procure training to its teachers on
how to provide support to students outside face-to-face lesson time whilst safeguarding
teachers’ privacy. It would need to follow this up with monitoring and students feedback
to ensure implementation.

1.2.7Standard 7 - Learning Resources and Student Support
Summary of Main Findings
TCTC has a number of designated classrooms furnished with computers. It also owns and maintains
equipment in computer labs found in several Local Councils, taking responsibility for their safety
standards. The company utilises a virtual desktop NComputing system, whereby resources are
shared between a maximum of six computers. A full-time on-site technician is responsible for
maintaining the performance of both hardware and software resources, and solve issues that arise.
TCTC provides its own set of notes to be disseminated to students for courses they are enrolled in,
although tutors may also, and often do, use their own set of notes. The Student Support team
disseminates a short questionnaire to a small sample of students, mostly through telephone calls.
The most highlighted concerns are the failure of computer systems during a session, or even during
an examination, and the limited hours of classes. The Panel noted that no initiative was taken to
address these concerns.

Good Practice Identified
1. Students appreciate the personal attention given by TCTC, especially the provision of one-on
one training even after normal work hours.
Judgement
Meets Standard 7.
Recommendations
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1. Key Recommendation: TCTC should implement a standardised system of complaint handling,
with a register of submitted complaints and how they were handled. This would enable the
provider to analyse potential areas of improvement while providing more transparent
practices.
2. Key Recommendation: TCTC should study the cause of server failure carefully and seek to
eliminate the problem, especially so that it does not occur during exams. The new Naxxar
facilities ought to be designed with adequate Internet connections and with minimal risk of
server failure.

1.2.8 Standard 8 - Information Management
Summary of Main Findings
TCTC has a purpose-built information management system called Untangler, developed by
Untangled Media Ltd., to save student records and results, class composition and attendance,
contact details, financial transactions, issuing of certificates, etc. It has various levels of passwordprotected accounts, so that tutors and administrative staff are able to access the various fields
according to their responsibilities. Unfortunately, the software is unable to easily monitor basic
student statistical data such as past student numbers, pass rates, drop-out rates, etc. Most of the
student information is also kept in a duplicate paper-based filing system.
Good Practice Identified
1. The software used to manage student records has adequate password-controlled levels of
access, that allow staff, but not tutors for example, to modify and update records.
2.
The need for data protection is well understood and there exists a clear demarcation
of staff access to, and responsibility for, sensitive data.
Judgement
Requires improvement to meet Standard 8.
Recommendation
1. Key Recommendation: TCTC shall keep statistical data of past student populations, as
expected of a Further Education Institution. Such information can form part of IQA reports
that ought to be prepared regularly and routinely to enhance its course delivery. While its
current software is evidently adequate for its daily requirements, TCTC must improve it
with added functionality, the purpose being to encourage the analysis of this data to
improve its procedures and courses.

1.2.9 Standard 9 - Public Information
Summary of Main Findings
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TCTC has a strong presence on the Internet and TV. Notably, its Facebook page holds a positive
rating of 5 stars in the visitors’ review section. Apart from being user-friendly, its website
(www.tctcmalta.com) is mostly informative and correct as it includes a comprehensive list of all the
services provided by the company. Each course page includes updated course programmes,
schedules, duration, course objectives, qualifications, and a clear description of the content. An
online booking option facilitates the course enrolment process of interested users. The company
also disseminates information through door-to-door brochures, an electronic newsletter and
through its outlets. Issues pointed out by the Panel were immediately rectified by the website
coordinator during the EQA.

Good Practice Identified
1. The strong presence of TCTC on social media platforms allows users to interact with the
company and for the company to keep updated course information online.

Judgement
Meets Standard 9.
Recommendations
1. Recommendation: TCTC could include further information on the learning opportunities
which students have when attending a specific course and it could provide a more specific
account of courses that may serve as potential future development after the course.
2. Recommendation: The listing of job vacancies could be made more transparent and include
more information to potential applicants, such as minimum requirements and experience.
3. Recommendation: In its student feedback, TCTC can consider gauging its clients’ opinions
on the accuracy of the public information provided to them and whether the course met
their expectations.
1.2.10 Standard 10 - On-going Monitoring and Periodic Review of Programmes
Summary of Main Findings
TCTC undergoes an audit by ECDL Malta every two years, the last two being held in 2015 and 2017.
Both were positive and led to the re-accreditation of TCTC. The ECDL representative stated that
TCTC was not a problematic provider for ECDL Malta and complied with all guidelines and
recommendations. Although C&G does not audit its Centres on a regular basis, the C&G
representative informed the Panel that operators such as TCTC who submit control of examinations
and assessment to C&G, were deemed low-risk and an ongoing open-ended approval regime was
applicable. TCTC management showed evidence that it reviews its programme viability. For
example, it discontinued its locally accredited course ICT4U, to address user expectations. TCTC’s
main student feedback exercise is the collection of responses from random phone interviews.
Although this is convenient for users who feel daunted by online questionnaires, the Panel’s opinion
is that in this day and age, giving the opportunity to all its students to fill a digital form at the end of
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each course is more appropriate. In any case, TCTC gathers this data to identify student complaints
and not for strategic planning. The Panel saw no evidence of a formal or informal cycle of
programme monitoring and review that includes all relevant stakeholders.
Good Practice Identified
1. At course completion, TCTC administrative staff undertake random phone calls to users
for their feedback on the quality of course provision, and record replies by hand.
Judgement
Requires improvement to meet Standard 10
Recommendation
1. Key Recommendation: TCTC shall develop a cyclical quality assurance review and strategic
development policy that is informed by the systematic analysis of student and course data,
in addition to comprehensive stakeholder feedback. This aids elements of course provision
such as the quality of teaching and resources for which TCTC is responsible, as well as the
review procedure of the awarding body.
2. Recommendation: TCTC could keep a written record of how it has addressed the
recommendations it receives in its Awarding Body audits.
1.2.11 Standard 11 - Cyclical External Quality Assurance
Judgement
Requires improvement to meet Standard 11.
Recommendation
1. Key Recommendation: TCTC must be proactive in encouraging students to respond to the
EQA questionnaire in order to provide essential feedback to the EQA Panel.
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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:
Prof. Joseph Muscat
Dr Alexander Spiteri
Student Peer Reviewer:
Mr Steve Vella
QA Managers (NCFHE):
Ms Angelique Grech
Ms Lorraine Vassallo

Timeline

Dates
19 February 2017
20 March 2017
21 April 2017
31 May 2017
19 February 2018
9 March 2018
9-10 April 2018

Milestone
Panel Meeting
Panel Meeting
Panel Meeting
Scoping Visit
Panel Meeting
Interview with Director of TCTC
EQA Audit Visit
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2.3 Institutional Context
According to the company brochure, The Computer Training Course (TCTC) was founded in 1987
by its present Director, Mr Ray Abela, as an IT training company with a mission of “bringing
learning to you”. Initially focusing on computerised accounts courses and corporate training at its
two main premises in Naxxar and Paola, it has over the years expanded in the number of courses
it offers, in its audience that now includes the elderly, and also in its training sites located around
Malta. Its collaboration with government has led to an expansion in the number of venues to
include more than twenty training centres at the various Local Councils. TCTC has been a pioneer
on television with regard to educational IT programmes such as Click, e-Biz, and eGov4U. It has
diversified its courses with e-Anzjan and Robotica, which now form a major pillar within the
company.
In 2008, TCTC was officially recognised as a City & Guilds International Centre (C&G), in addition
to being an ECDL Test Centre.
TCTC is licensed by NCFHE as a Further Education Institution (license number 2013-FHI-001),
authorised to deliver courses up to MQF level 4. Its three main recognised courses are ECDL Core
(MQF levels 3), ECDL Advanced (MQF levels 4), and C&G Computerised Accounts Levels 1-3 (MQF
levels 2,3,4). Although numbers vary appreciably due to the short duration nature of these
courses, there were over 900 students enrolled in the current sessions of these courses at the time
of the NCFHE audit.

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.

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
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v.
vi.

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.
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'.
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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
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
In accordance with the terms of reference of the NCFHE QA audit process, the Panel restricted its
focus to TCTC’s accredited courses, namely C&G Computerised Accounts Levels 1,2,3, ECDL Core
and Advanced, and the locally-accredited course titled ‘ICT4U Training Award’ (MQF level 2),
17

which was only delivered once. TCTC’s other core educational activities were deemed to fall
outside the remit of this Audit.
As part of the improvement cycle approach encouraged by NCFHE, this report contains a number
of recommendations to be interpreted as follows:
 Conditional Recommendations should be implemented before the start of the 2020-2021
academic year in order for the institution’s license to be renewed;
 Key Recommendations should be implemented expediently by the Institute to address
weaknesses;


Recommendations are suggestions for improvement based on the Panel’s analysis and
observations.

Although a full year passed between the initiation of the EQA exercise and the final site visit at TCTC,
for reasons beyond the control of the Panel, and exacerbated by the reticence or reluctance of TCTC
in providing timely and fit information, the Panel decided nonetheless to report on the state of the
institution at the time of the site visit.
An issue that hampered the desk-based analysis was that only ten students, from the hundreds that
enrol for TCTC courses, responded to the NCFHE-designed questionnaire. Similarly, we were only
able to interview five current regular students selected by the provider, and this only by telephone.
Such small numbers defeat the purpose of questionnaires and point to a missed opportunity by the
institution in providing meaningful student feedback to the Panel.
In its final deliberations, the Panel was faced with the dilemma that although the company is doing
its best under the circumstances and is genuine in its efforts to improve its product, it lacks in its
capacity to fulfill the obligations of a Further Education Institution according to NCFHE Standards,
as the findings in the Report illustrate. The entity needs to decide either to invest to significantly
improve its service provision as a teaching institution or else to reorient itself as a Tuition Centre.
The review team decided that, as part of an enhancement-led approach, it would issue
recommendations linked to all parts of the operations of the institute. The report therefore
distinguishes between:
 conditional recommendations (CR) which should be implemented before [the Panel to
decide on timeframes, the panel should note that they might wish to allocate different
timeframes for the CR given].
 key recommendations (KR) which need to be implemented expediently (Panel to include
indicative timeframe within each recommendation] by the institute to address
weaknesses;
 recommendations for improvement which are merely suggestions based on the panel
analysis and observations.
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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
TCTC has a number of informal procedures that fall under quality assurance for its licensed courses.
None of these are published either as an Internal Quality Assurance Document (as required by the
NCFHE licence - item 16 of Provider Accreditation) or on its website. Thus, although there is
evidence that quality assurance is present and effective, and that the Principal of TCTC applies
corrective measures whenever issues arise regarding student learning, teaching, discrimination,
discipline, etc., there is no formulated explicit procedure or policy that govern such actions.
Students are not necessarily aware of the presence of possible corrective action as no relevant
information is given to them either during a course, or on TCTC’s website. TCTC did provide a
document titled “Trainer Code of Practice”, but it is aimed only at instructors and does not set out
policies and procedures regarding quality assurance and integrity as expected of a Further
Education Institution. TCTC also disseminates a short questionnaire for feedback on its computer
labs, tutors, and courses. However, it is limited in scope and can be extended to cover also course
content and expectation.
In part, this is alleviated by the fact that TCTC is a certified Centre for both C&G and ECDL, both of
which have a set of quality assurance minimum standards for their Centres, as specified in their
respective manuals. However, both these institutions’ quality assurance concerns are primarily
about assessment, invigilation, and/or number of fee-paying students, and leave it up to the Centres
to determine their minimum course requirements and teacher qualifications and experience.
Although the TCTC Self-Assessment Report lists ten departments that manage the company, it was
clear during the site visit that it is the Principal who is mainly responsible for most academic
matters, company direction, and quality assurance. This situation runs the risk of having the same
person assess both the execution and the oversight of a programme of studies. A proper selfevaluation with the involvement of external stakeholders that considers the strengths and
weaknesses of the company, its areas for improvement and development, and sets out a set of clear
targets, would benefit its learners in the long term.
According to the same TCTC Report, Tutors and Staff Workshops are held once a year. However, the
interviewed instructors did not seem to be aware of these.

Good Practice Identified
1. TCTC disseminates a short questionnaire to students for feedback on its computer labs, tutors,
and courses.
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Overall Judgement for Standard
TCTC does not meet Standard 1.
Recommendations for improvement
1. Conditional Recommendation: As a Further Education Institution, TCTC shall produce a
Quality Assurance Handbook that establishes its educational goals and commitments, and
incorporates, specifies, and expands upon already existing procedures of quality assurance.
This manual should be published and a version of it placed on the TCTC website for the
benefit of its students and instructors.
2. Key Recommendation: TCTC should prepare IQA reports periodically, and present one in
time for the next External Quality Assurance Audit. These reports should provide general
policies and the means of achieving them, as well as regular and more detailed quality
assurance reviews which describe how the provider maintains a sound relationship with
the awarding body and how its educational programmes and awards meet NCFHE
standards.
3. Key Recommendation: TCTC needs to take a more proactive approach in allocating more
resources to affect an improvement in the quality cycle of its courses.

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
The Computer Training Centre Ltd (TCTC) is a company owned by a sole shareholder, Mr. Ray Abela,
who set it up in 1992 after five years in the training and ICT business. Mr. Abela has over three
decades of sterling experience in the fields of working in ICT in various industries and in ICT
training at different levels. Today the company is one of the longest established training centres on
the islands and enjoys a high reputation within the local market. The company is adhering to fiscal,
FSS/NIC, employment and other regulatory obligations in a proper manner. It has more than
adequate cash reserves to deal reasonably with unpredicted circumstances and to continue in
operation and implement its plans for sustainability and growth of the business. Furthermore, the
training provider is clearly ensuring that the members of its body corporate, legal representative/s
and staff occupying headings positions are fit for purpose, and this by carefully selecting personnel
for the respective crucial regulatory and academic roles. However, no budget plans were presented
during this audit probably owing to the fact that the business is managed by its owner. Furthermore,
no written procedures were presented for the section of headship positions.
TCTC is a very sound and well managed operation with clear lines of responsibility within its
organization structure subject to the constraints existing in the context of a sole shareholder and
director situation. It also has a sound organisational structure in place, in terms of number of
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personnel, competences of persons holding headship and other administrative positions. From a
financial perspective the company has more than sufficient financial resources to ensure the
continued implementation of its current academic programmes and to be able to sustain its growth
path.

Good Practice Identified
N/A
Overall Judgement for Standard
Meets Standard 2
Recommendations for improvement

1.Key Recommendation: TCTC should monitor progress against its business plan and set financial
and volume targets for the growth of its training programmes. Furthermore, it is recommended that
the owner-manager of TCTC invests time in the writing of procedures relating to the basis and
methodology of selection of persons for headship posts which might be required in the future.

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
The target audience of TCTC consists of local part-time students attending courses in IT that are
typically of short duration (up to 12 weeks). Although TCTC is currently licensed as a Further
Education Institution to deliver NCFHE-accredited programmes up to MQF Level 4, the only course
that was developed fully locally and falls under this Framework was ICT4U (MQF Level 2). The Panel
learnt that it was offered for one season, then discontinued and replaced by its current ECDL
courses, but otherwise the situation has not changed since the granting of the current (2013) licence
to TCTC. All the other accredited courses offered by TCTC are assessed and certified by
internationally acclaimed bodies, namely C&G and ECDL. They are thus bound by the Centre
regulations of both these institutions, which have well-documented Qualification handbooks
containing expected Learning Outcomes and Key Skills. This instils public confidence in the courses’
autonomy and integrity. Current courses make essential use of hands-on practical work with
computers, complementing theoretical instruction. They provide an opportunity of personalised
and effective skills practice that is greatly beneficial to learners. But perhaps unavoidably in such
short courses, most teaching is centred on the final examination as the main focus, and lacks
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initiatives towards active learning that is explorative and meaningful.
The Panel considered the implementation of C&G course Computerised Accounts (C&G
898901/02/03) as a taught programme. In their online published documentation (reference 1),
C&G recommends the following number of hours (Guided Learning Hours) for each level, including
assessment:
 Level 1: 30 hours,
 Level 2: 30 hours,
 Level 3: 60 hours.
TCTC adopt the following hours instead (including exams, one for each Level):
 Level 1: 15 hours,



Level 2: 6 hours,
Level 3: 12 hours.

C&G students indicated that there was insufficient time —just a few days— between the last lesson
for Level 2 and the second test. This was confirmed by the teachers who were interviewed by the
Panel during the audit. This evidence indicates an unjustified decision to reduce teaching time
during the programme design phase, to the detriment of students. Indeed teachers needed to cover
some ‘Test 2’ material in conjunction with ‘Test 1’ material, meaning that students were being
prepared for content prior to Test 1 that they would not be tested for in Test 1. The interview
conducted with teachers showed that teaching staff never meet to share concerns, difficulties, or
good practices, even though they share the same situations and problems.
Additionally, the Panel sought to understand TCTC’s processes for the design and approval of
programmes of study as applied to ICT4U and other non-accredited courses. The latter, though
tangential to this Report, form an essential, if not the core, business of TCTC. Examples of such
courses include current ones such as Robotica and E-Anzjan, as well as other courses planned for
the future. The Principal’s experience in the IT educational sector, his contacts with Local Councils,
trade unions, etc., allow him to identify new niches and develop new programmes aimed at targeted
audiences. Once a new programme is identified, an ad hoc Action Committee consisting of the Head
of Institution, an IT expert, and two other members such as employers, parents, etc., meets to supply
course details, student expectations, etc. Students do not sit on this committee. This is followed by
advertising that is tailor-made for a specific course and aired at particular effective time-slots.
Instructors are then recruited and trained for the course.
The Principal is aware of the need to branch out and offer innovative courses. Supported by
government funding, TCTC is very active in Local Council educational courses such as Robotica, and
E-Anzjan courses for the elderly, etc. Government and/or Local Council representatives and
organisers of these courses had very positive feedback about TCTC, emphasizing their good working
relation with them throughout the past five years or more that they were engaged to give courses.
Reference 1: City & Guilds 8989 L1 L2 L3 Award Qualification handbook v2-3 pdf,
https://www.cityandguilds.com/qualifications-and-apprenticeships/business-skills/financeandaccounting/8989-computerised-accounts#tab=Documents (accessed 15 May 2018)

Good practice identified
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1. The currently taught accredited courses abide by international standards, ensuring an
independent review process for course content and assessment, thereby instilling public
confidence in their autonomy.
2. Current courses make essential use of hands-on practical work with computers,
complementing theoretical instruction. They provide an opportunity of personalised and
effective skills practice that is greatly beneficial to learners.

Overall Judgement for Standard
Requires improvement to meet Standard 3.
Recommendations for improvement
1. Conditional Recommendation: TCTC shall review its C&G Computerised Accounts
programme to allocate more time for teaching, in line with C&G documentation, in all Levels,
especially Level 2.
2. Recommendation: As a Further Education Institution, TCTC should consider adopting a
more specific learning outcomes approach (aims, content, skills, competences) for its
courses, rather than focusing mostly on final examinations.

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
Since TCTC is accredited to provide, and is in fact presently exclusively providing, ECDL and C&G
courses, it is bound to follow the pedagogical and assessment guidelines of the respective awarding
bodies. The interviews with the respective representatives, and the ECDL audit report (discussed
in more detail in Section 3.10) indicate that TCTC complies with the respective requirements.
From the information that could be gathered during the interviews conducted during the on-site
audit visit, it seems that class sizes are capped at 10 students, although, in spite of repeated requests,
TCTC was unable to provide detailed information on average class sizes. Classes, therefore, enjoy a
healthy student-teacher ratio, enabling a very high level of interaction between pupils and
instructors. Students commented that tutors were very helpful, patient, readily answered their
questions, and were considerate and attentive to their needs, e.g. by giving more homework if
necessary. From the limited questionnaire responses, they are generally happy with the level of
organisation and teaching, and would recommend TCTC to their colleagues. TCTC is aware that
many of its ECDL students transfer from their present school as their official tuition site, due to the
need for more personalised learning. The Panel met with only two teachers, from one teaching
centre. From the evidence provided to the Panel, it seems that a range of learning approaches and
configurations are used, and that the institution allows instructors to adopt their own teaching
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methods, or provide their own notes to share with students.
Individual students’ progress is followed throughout a course and their instructors’ feedback on
students are sought by the institution. There was some evidence that students who were deemed
not prepared to take the ECDL test would be advised by the teachers to postpone it, and would be
offered one-to-one support at additional cost.
Assessment of students is subject to C&G or ECDL regulations, depending on the course. Interviews
with representatives of these bodies confirmed that there were never any issues regarding the
conduct of examinations (refer to Section 3.10).
When asked about the academic integrity of tests, the Principal stated that C&G provide the
examination paper packets, which are opened in the presence of students and invigilators; similarly,
student examination papers are sealed at the end of the examination in a specially provided packet.
The C&G representative informed the Panel, during the interview, that they never had any
indication of malpractice or student complaints.
TCTC is also an ECDL certified Centre. Audits are performed biannually with a visit during an
examination. As a result of the audit, a report is issued with recommendations for improvement
that are checked upon after a reasonable time has lapsed. Assessment is online, computerized, and
automatic. Although the pool of invigilators includes instructors, the Principal stated that his
instructions are that invigilators for an examination are not to be the same as the instructors of the
course leading to that exam. This was also verified by the students interviewed by the panel. The
Panel was informed by the ECDL representative that, in line with ECDL test regulations, a student
may request for extra time or for a reader during an ECDL examination. These are acceded to if a
doctor’s certificate is submitted and ECDL’s approval is met. Other special needs, such as wheelchair
access, are also met.
Student feedback is not an integral part of the quality assurance review process adopted by TCTC.
The provider’s student feedback mechanism of calling a few selected students by phone at the end
of a course and recording their responses in writing is inadequate, restricted, and possibly
misleading. In the NCFHE questionnaire responses and from the Panel’s own interviews with
students, the most common complaints mentioned were that there is often too little time to cover
material, and that the computer server sometimes failed, leading to time wastage in an already tight
schedule. These problems remained unresolved over the span of more than a year.
TCTC had particular difficulty in arranging for meetings with present and past students of ECDL and
C&G courses; on the last days the Panel had to settle for five individual telephone interviews from
a current cohort of over 800. The student questionnaire response was also particularly low, with
just over 1% responding. In the initial pre-audit meeting in 2017, the institution’s administration
was unable to provide guarantees that the invitation for students to fill in the questionnaire had
been received by all students, since this was distributed to teachers who were instructed to
manually distribute it to and/or verbally inform the students to fill in the electronic questionnaire
at home. The Panel was surprised that an IT training provider does not have procedures for
students to fill in the questionnaire electronically during the lessons. Moreover, although its student
management software had the capacity to communicate directly with its students by email, it did
not do so with respect to this questionnaire.
Teachers have strict instructions to communicate with students only during course hours, and
otherwise not to contact students unless through non-academic staff members. From the response
of the TCTC administration and teachers, there seems to be a marked reluctance to allow students
of post-compulsory age to have the kind of social media-mediated support from their teachers that
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is typical in the sector for this kind of private, part-time provision. Both the teachers and the
administration confirmed to the Panel that TCTC has a strict ‘buffer’ policy that was also included
in the teachers’ code of ethics. Students who need additional support outside lesson time, even prior
to an examination, would have to communicate any needs or requests to the administration, which
acts as an intermediary with the teacher concerned, who would then pass on the information back
to the administration for onward transmission to the learner. The students who were interviewed
throughout the audit process were also very much aware of the limitation on student-teacher
communication. The Panel was informed that this policy stems from bad experiences in the past.
However, this policy has evident in-built administrative inefficiencies, lacks a contingent response
mechanism and possibility for follow-up, and fosters emotional distance between students and
teachers. It is perhaps not unexpected that, in this environment, only about 1% of the students
answered the NCFHE questionnaire.
From the evidence provided, communication between teachers of the same subject/course but
operating in different TCTC centres is very limited. During the EQA interviews, the teachers
confirmed that they had never discussed substantive pedagogical and assessment issues with their
peers beyond the initial sharing of lesson notes. This implies that no joint planning or norming on
teaching, learning and assessment issues had taken place. TCTC does not have a procedure for this,
in writing or de facto, which is needed given its multi-site operation. Further proof of this lack of
communication was provided by C&G students at one of the Centres, who had requested an extra
lesson for C&G Level 2 before the test (their own teacher was not aware of this) but they received
no reply and no changes were made. These students were not aware what complaints procedure
they should follow in such cases.

Good practice identified
1. TCTC advises students who are facing difficulties in mastering content to defer assessment,
and additional one-to-one tuition is offered.
2. Since its inception, TCTC has been a pioneer in reaching as wide an audience as possible, in
all societal strata from beginners to senior citizens, to encourage them to further their
education in digital literacy and IT.
3. Students’ requests for extra time or for a reader during an ECDL examination are acceded if
a doctor’s certificate is submitted and approved. Other special needs, such as wheelchair
access, are also met.

Overall Judgement for Standard
Requires improvement to meet Standard 4.
Recommendations for improvement
1. Conditional recommendation: TCTC shall undertake a comprehensive review to determine
how it can enhance its communication with its students. Particular focus should be placed
on gathering systematic feedback from all its students and using this information to support
students, review the service, and to ensure that student complaints reach, or are addressed
by, the Principal.
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2. Key Recommendation: TCTC shall enhance the electronic access of its students, in particular
those of 16 years of age or older, to its teachers so as to enhance student support outside
face to-face lesson time, for example by providing staff with email addresses within the
TCTC domain. The filtering of student requests for support by administrative staff should
not remain the norm and should be reduced to a minimum according to clearly defined
parameters, especially with students of post-compulsory education age. This would
enhance administrative efficiency, improve turnaround response times, and enhance a
culture of professional engagement and contingent student support.
3. Key Recommendation: TCTC shall implement a comprehensive anonymous student
feedback mechanism at the end of each course by expanding its present system to
encompass all students.

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
Since TCTC is a certified C&G and ECDL Centre, it is bound to follow the admission, progression and
certification guidelines of the respective awarding bodies. The interviews with the respective
representatives and the ECDL audit report (discussed in more detail in Section 3.10) indicate that
TCTC complies with the respective requirements.
The C&G representative stated that an audit visit to TCTC was made when it applied to become a
certified Centre. The Panel was informed that TCTC is considered a low-risk educational entity since
all assessment and marking of its examinations is carried out at C&G. Among its conditions, C&G
stipulates a minimum number of examinees, and the presence of an internal complaints procedure.
The C&G application system is all online.
All courses start with an informal induction process provided by TCTC administrative staff, who
outline policies and procedures. Furthermore, when requested by prospective students, TCTC
administrative staff provide one-to-one guidance, with special attention being given to atypical IT
users such as homemakers and older users, to ensure their understanding of expectations,
processes and requirements. Since such ‘late’ users tend to prefer a paper record of progress, TCTC
has developed an in-house Progress Card system for ECDL Standard and Advanced courses in lieu
of the discontinued ECDL Skills Card.
For the same reason, TCTC retains a paper application system for ECDL new registrations that runs
in parallel with its online application system. It also has a paper-based candidate transfer form, a
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Skills (Progress) Card replacement mentioned above, exemption Registration number (MTRN), and
certificate replacement procedures, all related to ECDL. This allows for access by prospective and
current users who would otherwise be reluctant to make their requests electronically. However,
these latter procedures do not have e-based counterparts as with the ECDL application system.
The TCTC terms of conditions for applications to an ECDL test state that fees are not refundable, but
this fact is not made clear to applicants on the company’s website. In actual fact, however, TCTC
implements a partial or full refund policy in the form of vouchers with flexible expiry dates entirely
at the discretion of the management, although there seems to be agreed rules of thumb in place.
There are no published admission requirements, and indeed, none are applied in practice. This is in
line with C&G and ECDL admission criteria, which are meant as recommendations only and are not
imposed as requirements. However, the teachers interviewed by the Panel admitted that the low
level of English comprehension of some students is sometimes a hindrance.
At the end of each course, a certificate is issued by either C&G or ECDL, to be picked up by students.
TCTC also helps students with applying for a replacement of a certificate if required.

Good practice identified
1. TCTC administrative staff provide one-to-one guidance to prospective students, where
required, to ensure their comprehension of expectations, processes and requirements.
2. All courses start with an informal induction process provided by TCTC administrative staff,
who outline policies and procedures.
3. TCTC retain a paper application system for ECDL new registrations, and other ECDL
procedures, such as an in-house Progress Card; this allows for access by prospective and
current users who would otherwise be reluctant to make their requests electronically.
4. Students who have justified reasons for not starting or for discontinuing their course are at
least issued a voucher of equivalent value for use of other TCTC provision in the future
Overall Judgement for Standard
Meets Standard 5.
Recommendations for improvement
1. Key Recommendation: TCTC needs to formalise its existing procedures for full or partial
refund of courses, differentiating between monetary refund and course voucher, and to
publish this information on its website. Applicants should be aware of such procedures prior
to commencement of a course.
2. Recommendation: TCTC may consider ways on how to set up a parallel e-form system for
its current paper-based system of TCTC request forms, on the same lines as its dual ECDL
application system, so as to enhance efficiency and data storage.

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
The standard practice in education is that the tutor has a qualification of at least one level higher
than the taught course. The Panel could confirm that the vast majority of the instructors in the
accredited courses at TCTC were, at the time of the audit, university graduates. However, there were
some exceptional cases of ECDL instructors who did not have qualifications at a higher MQF level.
The selection and recruitment process appears to be clear and transparent, albeit not published; it
is conducted entirely by the Principal who reviews candidates’ CVs and holds interviews with them.
New tutors receive a formal letter detailing their hourly remuneration for their part-time work, and
are given a Code of Practice booklet, in which a number of rules and regulations are stated. These
rules emphasize the filling of attendance sheets, punctuality, and dress code; they also stipulate
payment at the end of a course, tutors’ responsibility for Local Council keys and for closure of
premises, and that no contact information be given to students. Despite explicit warnings in the
contract that instructors would lose their pay if a course is unduly terminated, the Panel saw
evidence of fair financial treatment towards tutors who had to prematurely terminate their
teaching. The Panel pointed out that it is not clear whether tutors are to be considered selfemployed before the law, since they depend on their employer and TCTC’s equipment to offer their
service.
The Panel was given the opportunity to meet with only two tutors during the two-day site visit.
Instructors appear to have a good working relation with the Principal, who accepts their
suggestions for improvement. Informal feedback on new instructors are given by students to TCTC
administrative staff members at the start of each module.
When an instructor is newly recruited, he or she is introduced to the provider’s educational system
by undergoing an initial “Train the Trainer” course, as well as observe sessions for the first few
lessons held by TCTC’s administrative staff. However, there is no direct observation of teaching by
other professionals to evaluate or monitor effective lesson planning and delivery.
Due to the short-duration nature of the courses, instructors often change from one season to the
next. This is not conducive to a stable environment that enhances the student learning experience.
Moreover, there is little or no communication between teachers and students outside class hours,
or even between teachers themselves (see Section 3.4), as borne by discussions with them during
the site visit.
Good practice identified
1. When an instructor is newly recruited, he or she undergoes a “Train the Trainer” course and
observer sessions.

Overall Judgement for Standard
Meets Standard 6.
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Recommendations for improvement
1. Key Recommendation: TCTC shall commit to a minimum set of published criteria
(qualifications, experience, etc.) for recruitment, especially as regards its ECDL courses.
2. Key Recommendation. TCTC shall implement procedures to monitor the quality of teaching
of its tutors by assigning senior tutors to mentor new ones, and to give feedback to tutors
accordingly.
3. Recommendation: Further to Recommendation 2 in Section 3.4, TCTC may consider setting
up a Virtual Learning Environment whereby instructors can post learning materials or
homework online, for students to access at home. This entails a revision in the current
working conditions of its teachers that prohibit such communication.
4. Recommendation: TCTC may develop procedures and procure training to its teachers on
how to provide support to students outside face-to-face lesson time whilst safeguarding
teachers’ privacy. It would need to follow this up with monitoring and student feedback to
ensure implementation.

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
The organisation of courses is administered by an Action Committee that is set up ad-hoc for each
new IT course. The Committee is composed of the Head of Institution, an external expert and two
independent members who provide the Committee with broader points of view. Resources are
allocated according to the admission rates recorded, which enables the company to effectively
address the demand. In terms of computer resources, TCTC has a number of designated classrooms
furnished with sufficient computers. The company utilises a virtual desktop NComputing system,
whereby resources are shared between a maximum of six computers. This reduces the physical
hardware required to form a computer lab, while having different supporting infrastructure such
as a dual-internet system that covers the tutor in case of system failure. Apart from its own
computer labs, TCTC also owns and maintains computer labs in several Local Councils, taking
responsibility for their safety standards.
This permanent structure is administered by a full-time on-site technician who is responsible for
maintaining the performance of both hardware and software resources. A shared spreadsheet
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allows the technician and Principal to trace these resources and assist them both in upgrading the
infrastructure and in allocating them according to classroom requirements. Moreover, TCTC has a
set of procedures for tutors to gauge Internet speed and hardware efficiency during class, and how
to proceed in the case of server failure.
Students appreciate the personal attention given by TCTC, especially the provision of one-on-one
training even after normal work hours. TCTC provides its own set of notes for the courses it offers,
although tutors may also, and often do,use their own. There is no library of resources, whether
physical or digital, to serve its staff, tutors, or students.
The Student Support team disseminates a short questionnaire to a small sample of students, mostly
through telephone calls. Although there is no existing standard operating procedure about
complaint handling, TCTC has been perceived by students as being helpful when submitting
demands to the Student Support Team. However, by analysing the submitted forms, the Panel took
note that complaints submitted more than a year before had not been addressed. The most
highlighted concern is the failure of computer systems during a session, or even during an
examination. Although computer failure is unavoidable at some point or other, its relative frequency
of occurrence, coupled with the seriousness of it occurring during an exam, indicates that it is a
problem that ought to be solved. The students were in agreement that the technician was available
and could solve issues relatively quickly.
Another concern pointed out by a significant number of students is the limited hours of classes,
which puts extra pressure on their learning efforts. When following up on this matter, the Panel
noted that no initiative was taken to address the insufficient time allocated to the courses as pointed
out by students.
The Panel notified the Provider that a complaint submission form can be added to the company
website, in order to be minimally compliant with C&G regulations (reference 2), and this suggestion
was in fact immediately implemented during the on-site visit.
The Principal showed the Panel plans for new premises with more spacious computer labs.
Reference 2: City & Guilds Complaints Policy pdf,
https://www.cityandguilds.com//media/cityandguildssite/documents/help/cityandguilds_complaints_policy-pdf.ashx (accessed
15 May 2018)
Good practice identified
1. Students appreciate the personal attention given by TCTC, especially the provision of one-on one
training even after normal work hours.

Overall Judgement for Standard
Meets Standard 7.
Recommendations for improvement

30

1. Key Recommendation: TCTC shall implement a standardised system of complaint handling,
with a register of submitted complaints and how they were handled. This will enable the
provider to analyse potential areas of improvement while providing more transparent
practices.
2. Key Recommendation: TCTC shall study the cause of server failure carefully and seek to
eliminate the problem, especially so that it does not occur during exams. The new Naxxar
facilities ought to be designed with adequate Internet connections and with minimal risk of
server failure.

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
TCTC has a purpose-built information management system called Untangler, developed by
Untangled Media Ltd. (UML), to save student records and results, class composition and attendance,
contact details, financial transactions, issuing of certificates, etc. It has various levels of passwordprotected accounts, so that tutors are able to access attendance sheets for example, but not student
records. Administrative staff know well what data they are responsible for, and what fields they can
access and edit. Data is stored at UML but backup data is stored periodically and securely at TCTC.
Data is available since 2015, the year when the system was set up.
The software is unable to easily monitor basic student statistical data such as past student numbers,
pass rates, drop-out rates, etc. Such data would need to be collated manually and is evidently not
normally carried out, judging by the excessively long time it took to do so during the site visit. This
is probably because TCTC has not felt the need to evaluate past student data or attempted to
compare classes by age/gender or on a year-on-year basis. Most of the student information is also
kept in a duplicate paper-based filing system.
Information on student feedback and satisfaction with courses is not kept, except for paper-based
questionnaires from about three students in each recent course. Regardless of these criticisms, the
Principal is well aware of how the company is performing, etc., and argued that the small class
numbers do not make statistical analysis an essential part of planning.
A document certifying compliance with the Data Protection Commission was presented.
Good Practice identified
1. The software used to manage student records has adequate password-controlled levels of
access, that allow staff, but not tutors for example, to modify and update records.
2. The need for data protection is well understood and there exists a clear demarcation of staff
access to, and responsibility for, sensitive data.
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Overall Judgement for Standard

Requires improvement to meet Standard 8.
Recommendations for improvement
1. Key Recommendation: TCTC shall keep statistical data of past student populations, as expected of a
Further Education Institution. Such information can form part of IQA reports that ought to be prepared
regularly and routinely to enhance its course delivery. While its current software is evidently adequate
for its daily requirements, TCTC must improve it with added functionality, the purpose being to
encourage the analysis of this data to improve its procedures and courses.

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
TCTC has a strong presence on the Internet (Facebook and website) and TV (educational
programmes). The company also disseminates information through door-to-door brochures, an
electronic newsletter and through its outlets. Course coordinators and Marketing personnel are
responsible for ensuring the accuracy of the information being disseminated to the general public.
An exercise is held by the Administration to revise the information provided on a monthly basis.
Specifically, TCTC has a reach of over fourteen thousand likes and followers on their Facebook
page. The Panel found that this page is updated regularly, between one to three times a day. This
permits the company to share the latest course information regularly through the use of appealing
banners. The publishing decisions for such adverts also rests on establishing the correct audience
targets and matching the relevant demographic cross-sections with each course. Notably, TCTC
holds a positive rating of 5 stars in the visitors’ review section.
Apart from being user-friendly, the website (www.tctcmalta.com) is mostly informative and
correct as it includes a comprehensive list of all the services provided by the company while
including updated course programmes, course objectives and a clear description of the content.
The website also lists the intended audience of the course programme and the objective of the
course at hand. Each course is accompanied by preferred prerequisites, start dates, lesson
schedule, and location. An online booking option facilitates the process of enrolling online for
interested users. Moreover, the electronic devices required to attend the specific course is listed
under the section ‘Courseware’ in each course, which varies from CD, Course Notes, to Pen Drive.
The website adequately includes the EQF/MQF level of the qualification, and the teaching hours
and assessment procedure of the course.
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Issues pointed out by the Panel were immediately rectified by the website coordinator during the
QA audit process. These included the correction of an incorrect title of a C&G course (which
implied it is about certification on “Sage”), and the implementation of a link for the submission of
complaints. The Panel noticed that the ECDL Advanced website page contained misleading
wording in that this qualification could be perceived as being equivalent or as a replacement of
the MATSEC Advanced Level qualification. In this regard, the wording was changed by the
company to clearly reflect that a student needs to pass four ECDL Advanced modules to be
rewarded the ECDL Expert Certification, and that this qualification is at Level 4 of the Malta
Qualifications Framework and of the European Qualifications Framework for Lifelong Learning.
Good practice identified
1.The strong presence of TCTC on social media platforms allows users to interact with the
company and or the company to keep updated course information online.

Overall Judgement for Standard
Meets Standard 9.
Recommendations for improvement
1. Recommendation: TCTC could include further information on the learning opportunities
which students have when attending a specific course and it could provide a more specific
account of courses that may serve as potential future development after the course.
2. Recommendation: The listing of job vacancies could be made more transparent and include
more information to potential applicants, such as minimum requirements and experience.
3. Recommendation: In its student feedback, TCTC can consider gauging its clients’ opinions
on the accuracy of the public information provided to them and whether the course met
their expectations.

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
TCTC undergoes an audit by ECDL Malta every two years. The Panel viewed the last two audit
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reports for 2015 and 2017. Both were positive and led to the re-accreditation of TCTC. The 2017
report indicated that the issues raised in 2015 had been satisfactorily addressed. TCTC management
explained how the recommendations for improvement in the 2017 audit were contingently
addressed, and the Panel saw evidence of this.
The Panel also interviewed the ECDL Malta representative who confirmed this procedure and added
that an audit was followed up with a telephone conversation some weeks after to discuss the
implementation of recommendations. ECDL Malta kept a written record of the outcomes of this
monitoring call in its files. The ECDL representative stated that TCTC was not a problematic
provider for ECDL Malta and complied with all guidelines and recommendations.
The C&G representative confirmed by phone that although TCTC had been accredited as a local
provider by C&G up to September 2017, C&G changed its procedures from that month. Small
operators such as TCTC that provided courses whose examination and assessment were wholly
controlled by C&G, were henceforth deemed low-risk and an ongoing open-ended approval regime
was applicable. These changes meant that TCTC would not be audited regularly by C&G.
The representative also informed the Panel that C&G had a two-stage complaints procedure in
place. The first stage was the local operator’s own complaints procedure. As a minimum
requirement the provider’s email address is required to be available to stakeholders. The Panel
assisted TCTC management in improving the visibility of this procedure on its website so as to be
fully in line with C&G requirements. There was no occasion in the past to follow up on the second
stage, which is that of forwarding a complaint to C&G.
TCTC management showed evidence of an informal, largely intuitive form of ongoing review of
programme viability. One example given was that of ICT4U — which is its only locally-accredited
course that TCTC initiated — had been developed and designed on the basis of its own market
research. TCTC reviewed user and other feedback after one year of operations and realised that for
its intended participant market, which was homemakers and older persons, having an accredited
programme was less important than having sufficient support to learn how to use new hardware
and software. As a result, TCTC decided to discontinue the ICT4U course as it could better address
user expectations through alternative ECDL-based provision.
As discussed in Section 3.8, TCTC has available a range of student, stakeholder and course data, and
has the potential of gathering and eliciting more data. Its major student feedback exercise is the
collection of responses from random phone interviews, which are primarily aimed for its
unaccredited community courses but are also extended to the accredited courses. This manual
exercise has the benefit of including in the feedback process users who may feel daunted by
electronic questionnaires or who do not feel comfortable with commenting on social media.
However, the Panel found it odd that such allowances were needed to contact students who had just
completed courses on ICT, when simply filling a digital form at the end of the course would have
sufficed.
In any case, the purpose of the data-gathering exercise was limited to identifying and rectifying any
student complaints; it did not feed into a systematic review and strategic planning process. Indeed,
TCTC does not gather and collate data systematically, and shows no indication of an awareness of
the benefit that could accrue from the analysis of this data to inform programme review and
strategic planning.
The Panel saw no evidence of a formal or informal cycle of programme monitoring and review, that
includes all relevant stakeholders, even to the limited extent that this was applicable to its
externally accredited courses. For example, no IQA report or formal business plan was presented to
the Panel.
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Good practice identified
1.At course completion, TCTC administrative staff undertake random phone calls to users for their
feedback on the quality of course provision, and record replies by hand.
Overall Judgement for Standard
Requires improvement to meet Standard 10.
Recommendations for improvement
1. Key Recommendation: TCTC shall develop a cyclical quality assurance review and strategic
development policy that is informed by the systematic analysis of student and course data,
in addition to comprehensive stakeholder feedback. This aids elements of course provision
such as the quality of teaching and resources for which TCTC is responsible, as well as the
review procedure of the awarding body.
2. Recommendation: TCTC may keep a written record of how it has addressed the
recommendations it receives in its Awarding body audits.

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
TCTC has partially fulfilled this Standard by virtue of hosting the QA audit referred to in this
Report. However, the NCFHE and the Panel experienced a reticence by TCTC in providing
information on time. An issue that hampered the desk-based analysis was that only ten students,
from the hundreds that enroll for TCTC courses, responded to the NCFHE-designed questionnaire.
Similarly, the Panel was only able to interview five current regular students selected by the
provider, and this only by telephone. Such small numbers defeat the purpose of questionnaires
and point to a missed opportunity by the institution in providing meaningful student feedback to
the Panel.
Overall Judgement for Standard
Requires improvement to meet Standard 11.
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Recommendations for improvement

1.Key Recommendation: TCTC must be proactive in encouraging students to respond to the EQA
questionnaires in order to provide essential feedback to the peer review Panel.
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4. Response by the Provider

1. Preamble
The Computer Training Course (TCTC) was one of the earlier players in the ICT training having set
up the centre in 1987. The main aim of the company has always been to provide affordable courses
to as many people as possible so to help upskill the various strata of the population. Quality has
always been important for the company which was, and still is, managed directly by its
shareholder, Mr. Ray Abela. This has enabled the company to remain attached to its core roots and
values of providing quality courses at affordable prices.
Following the receipt of the Audit report, the TCTC team led by Mr. Ray Abela, met a number of
times to discuss the feedback received and to create action plans that take on board the
recommendations. A consultant was also brought on board to help the company assess the
recommendations and develop workable solutions in the shortest possible timeframe. The team
set out to address all the Key Recommendations, Conditional Recommendations and
Recommendations on the basis of their impact on the student experience and the business and has
devised the replies listed below. As can be seen from the response provided, TCTC has already
taken action on most recommendations received and together with this report, proof of such
actions is also being provided. TCTC believes that audits (both by the NCFHE) as well as other
international awarding bodies are fundamental to ensure the company continues to improve the
holistic learning experience it provides to its students.

2. Response to comments and proposals made by the Peer Review Panel in connection
with Standards where the Judgement was “Standard met or surpassed”.
In reference to the above EQA report, and following with the findings and recommendations
proposed hereunder please find our actions and comments.

Standard 2: Institutional Probity
Overall judgement for Standard
Meets Standard 2
Recommendations for improvement
a) Key Recommendation. TCTC should monitor progress against its business plan and set
financial and volume targets for the growth of its training programmes. Furthermore,
it is recommended that the owner-manager of TCTC invests time in the writing of
procedures relating to the basis and methodology of selection of persons for headship
posts which might be required in the future.
Reply and Action:
a.1 Given that TCTC is an owner managed business, most of the financial planning and
management is done by the owner himself (Mr. Ray Abela). The targets are
developed on an ongoing basis as the company plans the design and development
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of projects, which in most cases are done in conjunction with larger entities and
start at least 1.5 years in advance of first date of delivery. Such planning is not
currently done in a formal documented basis, but the feedback is being taken on
board. TCTC is thus planning to develop basic volume targets for the different
projects and courses that it runs and then on regular basis match the results with
the forecasts prepared.
a.2 With regards to the headship position, Mr. Ray Abela does not have the intention
to step down from the business anytime soon. However, for procedure purposes,
we have developed the procedure and requirement for the selection of headship
post. This procedure is attached with this report.

Standard 5: Student Admission, Progression, Recognition and Certification
Overall judgement
Meets Standard 5.

for

Standard

Recommendations for improvement

1. Key Recommendation. TCTC needs to formalise its existing procedures for full or partial
refund of courses, differentiating between monetary refund and course voucher, and to
publish this information on its website. Applicants should be aware of such procedures
prior to commencement of a course.
Reply and Action:
1.1 This recommendation has been actioned and the information is now provided on
both the receipt that is provided to the student when paying for the course (prior to
the start of the said course) as well as online. The terms and conditions part which
cover the payment and refund mechanisms are available online through the following
link: https://tctcmalta.com/en/terms-conditions.htm

2. Recommendation. TCTC may consider ways on how to set up a parallel e-form system for
its current paper-based system of TCTC request forms, on the same lines as its dual ECDL
application system, so as to enhance efficiency and data storage.
Reply and Action:
2.1 We appreciate this recommendation as where possible we’re trying to become a
paperless entity. However, in some cases we are constrained with the requirements
set forth by institutes we represent. Sometimes we’re also limited by the level of
computer literacy of our target audience (especially at application stage).
Standard 6: Teaching Staff
Overall judgement
Meets Standard 6.

for

Standard

Recommendations for improvement
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1. Key Recommendation. TCTC shall commit to a minimum set of published criteria
(qualifications, experience, etc.) for recruitment, especially as regards its ECDL courses.
Reply and Action:
1.1 Following the audit, TCTC has developed a policy (attached to this response) that
covers the set minimum criteria for the engagement of trainers for all the courses
it delivers. The policy is in place and is being applied. The same qualification and
experience requirements are also included in the job postings which TCTC does
through the JobsPlus system.

2. Key Recommendation. TCTC shall implement procedures to monitor the quality of teaching
of its tutors by assigning senior tutors to mentor new ones, and to give feedback to tutors
accordingly.
Reply and Action:
2.1 The same recruitment policy which is referred to in 1.1 above, contains the
procedure of induction of new tutors. The system works whereby new tutors
shadow experienced ones for a period of 3 sessions and following this, the new
tutors are engaged in classes which are monitored by a senior tutor. These
observation sessions are recorded for audit purposes.

2.2 TCTC also organise train the trainer workshops with tutors, especially when tutors
are asked to form part in the delivery of a special project. TCTC Principal and the
Project Administrators deliver these workshops, in order to highlight and explain
the course plan and standards that would need to be followed. The administrator
explains the QA procedures, attendances and other responsibilities that the tutor
must follow at various centres around Malta and Gozo.

3. Recommendation. Further to Recommendation 2 in Section 3.4, TCTC may consider setting
up a Virtual Learning Environment whereby instructors can post learning materials or
homework online, for students to access at home. This entails a revision in the current
working conditions of its teachers that prohibit such communication.
Reply and Action:
3.1 As most of these accredited courses come from City & Guilds and ECDL, the
supplementary courseware can be accessed from respective websites. During the
course, tutors lead their students accordingly. Students have the possibility to
discuss any difficulties with their tutors during the next lecture. An improvement
to this procedure is being put in place following the recommendation of the audit
is the set up on an inbox: support@tctcmalta.com , whereby students who have
any queries with the course can email this inbox, which is monitored by
administration staff who seek the answer from the tutor and reply to the student.
Apart from this, the student can opt to call the offices and he/she can be assisted
there and then over the phone on most of the academic queries.

4. Recommendation. TCTC may develop procedures and procure training to its teachers on
how to provide support to students outside face-to-face lesson time whilst safeguarding
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teachers’ privacy. It would need to follow this up with monitoring and student feedback
to ensure implementation.
Reply and Action:
4.1 This issue is being address with the adoption of the student support inbox
support@tctcmalta.com, as well as the availability of support from administration
staff for over the phone support.
Standard 7: Learning Resources and Student Support
Overall judgement
Meets Standard 7.

for

Standard

Recommendations for improvement
1. Key Recommendation. TCTC shall implement a standardised system of complaint handling,
with a register of submitted complaints and how they were handled. This will enable the
provider to analyse potential areas of improvement while providing more transparent
practices.
Reply and Action:
1.1 Following the Audit, TCTC has implemented a digital complaints system on its
website. The link (https://tctcmalta.com/en/complaints.htm), which is prominent
on the landing page, provides the student with a link to a form that can be
submitted online. Once the form is submitted, this is received by the
administration staff who will review and take necessary action. Below is also a
copy of the email the administration staff receive (the data inserted was dummy
data).
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2. Key Recommendation. TCTC shall study the cause of server failure carefully and seek to
eliminate the problem, especially so that it does not occur during exams. The new Naxxar
facilities ought to be designed with adequate Internet connections and with minimal risk
of server failure.
Reply and Action:
2.1 The issue with the server failures mentioned in the Audit, does not refer to
inadequate connections or problematic network connections at TCTC, but in
general occur when a power failure occurs or when internet service connection
problems occur from the ISP’s end. TCTC in fact has also a redundant internet
connection through Vodafone to be activated should the internet connection
provided by Go plc fail at any given time.

Standard 9: Public Information
Overall judgement
Meets Standard 9.

for

Standard

Recommendations for improvement
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1. Recommendation. TCTC could include further information on the learning opportunities
which students have when attending a specific course and it could provide a more specific
account of courses that may serve as potential future development after the course.
Reply and Action:
1.1 Through our tutors, TCTC explains the course progression students can take to
move a step higher to the course they would be sitting for. Apart from this, both
tutors and administrators, make themselves available to help student who want to
achieve a target qualification and lead them through the certification progression.
For example, with students who have completed their ECDL STANDARD
certificate, TCTC include printed information and special offers for follow up
training attached to the ECDL Advanced certificate

2. Recommendation. The listing of job vacancies could be made more transparent and include
more information to potential applicants, such as minimum requirements and experience.
Reply and Action:
2.1 This has been tackled since the Audit as TCTC is using the wizard type system on
the JobsPlus portal to post vacancies. The system requires the company to list the
minimum experience and academic requirements that any applicant should have
when applying for the job.

3. Recommendation. In its student feedback, TCTC can consider gauging its clients’ opinions
on the accuracy of the public information provided to them and whether the course met
their expectations.
Reply and Action:
TCTC had decided to implement a further student feedback loop during the courses. It is now
calling students mid-way during the course to ask for feedback as this provides the opportunity
for issues to be tackled while the complaining student can still benefit from such improvements.
Apart from this, tutors are now also being urged to guide students to fill in a post training feedback
form which is available on the website: https://form.jotformeu.com/81364901289361. Such
feedback is monitored and discussed to ensure that improvements are done to address any key
findings

3. Response to comments and proposals made by the Peer Review Panel in connection
with Standards for which the Peer Review Panel decided “Improvement is required”.
Overall judgement for Standard
Requires improvement to meet Standard 3.
Recommendations for improvement

1. Conditional Recommendation. TCTC shall review its C&G Computerised Accounts
programme to allocate more time for teaching, in line with C&G documentation, in all
Levels, especially Level 2.
Reply and Action:
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1.1 TCTC appreciates the concern however we have analysed the data from the results
students got and can confirm that from our cohort of students in 2019, a total of
78 students sat for the tests. Out of these, only 6 failed, whereas 39 obtained a firstclass pass. TCTC classes are also very small with an average of about 6 students
per class (some having even less) so students benefit from a lot of individual
attention and requiring less overall face-to-face tuition time (some attendance
sheets with names removed are included in this response). We are however
assessing this as we go along to make sure that students are getting the number of
hours needed to ensure the best learning experience. This will be monitored
through the mid-course feedback as well as the end of course survey. For 2020 we
are currently considering on the job training hours, so students, especially youths,
would have the possibility for hands on experience in their field of study, even
though the courses are short in duration.

2. Recommendation. As a Further Education Institution, TCTC should consider adopting a
more specific learning outcomes approach (aims, content, skills, competences) for its
courses, rather than focusing mostly on final examinations.
Reply and Action:
2.1 This approach is already followed for courses that TCTC delivers for third party
certification bodies (such as ECDL foundation and City & Guilds) and in fact the
tutors are instructed to follow these to ensure the target skills and competencies
are the focus of the training delivery. TCTC will also adopt this process for new
course development with NCFHE.

Standard 4: Student-Centred Learning, Teaching and Assessment
Overall judgement for Standard
Requires improvement to meet Standard 4.
Recommendations for improvement

1. Conditional recommendation. TCTC shall undertake a comprehensive review to determine
how it can enhance its communication with its students. Particular focus should be placed
on gathering systematic feedback from all its students and using this information to
support students, review the service, and to ensure that student complaints reach, or are
addressed by, the Principal.
Reply and Action:
1.1 This is one of the areas that TCTC took immediate action on as it wants to make
sure that students have a great learning experience. TCTC has adopted a number
of actions including, midway student contact via telephone to ask for comments on
the
experience,
an
end
of
course
survey
(https://form.jotformeu.com/81364901289361), as well as a complaint form
(https://form.jotform.com/200221515481341). Both are reviewed on an ongoing
basis to make sure that action is taken immediately on complaints of feedback.
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2. Key Recommendation. TCTC shall enhance the electronic access of its students, in
particular those of 16 years of age or older, to its teachers so as to enhance student support
outside face-to-face lesson time, for example by providing staff with email addresses
within the TCTC domain. The filtering of student requests for support by administrative
staff should not remain the norm and should be reduced to a minimum according to clearly
defined parameters, especially with students of post-compulsory education age. This
would enhance administrative efficiency, improve turnaround response times, and
enhance a culture of professional engagement and contingent student support.
Reply and Action:
2.1 As per the other recommendation, given that this relates to student experience, the
recommendation was prioritised to ensure that student have an excellent
experience. TCTC has implemented a system whereby students can send an email
with issues they are facing to support@tctcmalta.com and the administrators will
see whether they can help the student directly (as they are all trained in the
subjects we teach) and if not the support request is sent to the teacher and the
answers forwarded to the students. In this way we ensure that the students get the
support they require to make sure they have a holistic experience. Students can
also call TCTC and the administration staff can help them with the queries (even
study unit queries) immediately. This ensures that student queries are addressed
immediately.

3. Key Recommendation. TCTC shall implement a comprehensive anonymous student
feedback mechanism at the end of each course by expanding its present system to
encompass all students.
Reply and Action:
3.1 As reported above, this was actioned immediately and TCTC has implemented a
post course feedback form that the tutors are asked to ask students to leave their
feedback before the end of the last lesson (to make sure that the feedback is
collected). Apart from this, feedback is also collected mid-way via calls to students.
The feedback is reviewed on an ongoing basis and actioned.
Standard 8: Information Management
Overall judgement for Standard
Requires improvement to meet Standard 8.
Recommendations for improvement

1. Key Recommendation. TCTC shall keep statistical data of past student populations, as
expected of a Further Education Institution. Such information can form part of IQA reports
that ought to be prepared regularly and routinely to enhance its course delivery. While its
current software is evidently adequate for its daily requirements, TCTC must improve it
with added functionality, the purpose being to encourage the analysis of this data to
improve its procedures and courses.
Reply and Action:
1.1 TCTC currently holds information as to student numbers but this is not systematically inputted
into any system. TCTC is now in the process of implementing a centralised student progress
and result sheet to record the progress of students that it has on the courses. We have also
communicated with ECDL Foundation to have more visibility of reporting through their
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system, some of which has already been made available.

Standard 10: Ongoing Monitoring and Periodic Review of Programmes
Overall judgement for Standard
Requires improvement to meet Standard 10.
Recommendations for improvement

1. Key Recommendation. TCTC shall develop a cyclical quality assurance review and strategic
development policy that is informed by the systematic analysis of student and course data,
in addition to comprehensive stakeholder feedback. This aids elements of course provision
such as the quality of teaching and resources for which TCTC is responsible, as well as the
review procedure of the awarding body.

1.1 In line with an earlier reply, TCTC is implementing a system to formally collect and
assess the feedback gathered from students on the courses. This is mainly being
done via an end of course survey as well as mid-way course feedback. The
systematic collection and analysis of the data will enable course delivery
improvements including in the provision of examples used. Mr. Ray Abela is also
in regular contact with numerous stakeholders (especially employers and industry
experts) and shall collate that information to inform the course improvement
cycle.

2. Recommendation. TCTC may keep a written record of how it has addressed the
recommendations it receives in its Awarding body audits.

2.1 TCTC already keeps a written record of the feedback and action taken with regards
to City & Guilds and ECDL Foundation audits (report attached). It will also keep
track of the replies and actions taken with regards to the NCFHE audits so as to
track the progress made.

Standard 11: Cyclical External Quality Assurance
Overall judgement for Standard
Requires improvement to meet Standard 11.
Recommendations for improvement

1. Key Recommendation. TCTC must be proactive in encouraging students to respond to the
EQA questionnaires in order to provide essential feedback to the peer review Panel.
Reply and Action:
1.1 TCTC recognises the importance of getting student feedback for the EQA as it (TCTC) also
benefits from the findings of the same EQA. It is a fact that a lot of students do not normally fill
in surveys, possibly due to interviewee fatigue which is quite normal locally given the amount
of surveys that are sent out regularly by companies and other organisations. TCTC believes
that a good idea would be to hand the survey to students during a class and encourage them
to fill in the questionnaire during the session. The session time would be increased by say 30
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minutes to allow for such questionnaire filling time. Apart from this, TCTC could try to chase
students to fill in the survey, but unfortunately it has no control of these external factors.

4. Response to comments and proposals made by the Peer Review Panel in connection
with Standards for which the Peer Review Panel decided “Does not meet Standard”.
Overall judgement for Standard TCTC does not meet Standard 1.
Recommendations for improvement
1. Conditional Recommendation. As a Further Education Institution, TCTC shall produce a
Quality Assurance Handbook that establishes its educational goals and commitments, and
incorporates, specifies, and expands upon already existing procedures of quality
assurance. This manual should be published and a version of it placed on the TCTC website
for the benefit of its students and instructors.
Reply and Action:
1.1 TCTC is taking this recommendation on board and is starting work on a formal
Quality Assurance handbook that incorporates the ethos of the organisation and
the quality assurance procedures that the institute applies in it various policies.
2. Key Recommendation. TCTC should prepare IQA reports periodically, and present one in
time for the next External Quality Assurance Audit. These reports should provide general
policies and the means of achieving them, as well as regular and more detailed quality
assurance reviews which describe how the provider maintains a sound relationship with
the awarding body and how its educational programmes and awards meet NCFHE
standards.
Reply and Action:
2.1 TCTC is subjected to quality audits on a regular basis by the certification bodies it
represents (mainly by ECDL Foundation and City & Guilds). Attached is a report
that TCTC received on the last audit that was conducted by ECDL Foundation. TCTC
will supplement these with an annual audit it conducts to assess the adherence to
the quality standards set.
3. Key Recommendation. TCTC needs to take a more proactive approach in allocating more
resources to affect an improvement in the quality cycle of its courses.
Reply and Action:
3.1 TCTC had implemented various improvements to its quality cycle since the NCFHE
Audit, one of these was the collection of course feedback on a more regular basis
(mid-way and end of course). Apart from this, Mr. Ray Abela has regular contact
with industry stakeholders and hence takes a lot of suggestions through informal
channels. TCTC is also setting up a course review meeting that takes place on a
yearly basis to ensure feedback is collated from all the different sources and
courses are improved accordingly.
Apart from this we can guarantee that we invest a lot in ensuring the quality standards of the
courses we deliver. As representative of City & Guilds UK and ECDL Foundation, TCTC
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undergoes annual audits by these same institutions (2019 Audit report for ECDL is provided
as an attachment to this response). These annual audits are carried out across all our
operations including our training content, courseware and approved tutors/ invigilators,
quality assurance, testing and certification.
Most of the notes in our training courses are the official documents that such institutions
provide.
TCTC is also bound by these institutions to send staff for training sessions organised by these
same institutions locally, in quality assurance and update us and our tutors/ invigilators with
newer terms and/or conditions in any of the accredited subjects/ examination that TCTC is
enrolled and accredited in. Also, the following requirements are imposed by the certification
providers TCTC represents:

•
•

•

For City & Guilds, when any centres apply for a Qualification, the centre should provide City &
Guilds with detailed CV’s for the specific Qualification: ▪ Internal Verifier; and▪ Course Trainers
Upon providing this information, City and Guilds QA, determined the approval for TCTC’s
accreditation for that particular Qualification.
With regards to ECDL, ECDL Foundation clearly provides guidelines to accredited centres. For
example, before any of our personnel is accredited to invigilate/ teach ECDL courses, TCTC
needs to formally communicate this information to ECDL. Upon their approval, the designated
tutor/ invigilator needs to attend a training session organised by ECDL locally covering
Standards and Quality Assurance.

47

Annex: Review Panel Bio Notes
In the setting up of the review panel for [The Computer Training Course], 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 9th and 10th April 2018.

Head of Review Panel/External Peer:
Joseph Muscat
J. Muscat is a professor at the Faculty of Science, University of Malta, with well over twenty years
of experience in research, teaching, and administrative duties in the Mathematics Department,
since graduating from the Universities of Oxford and Princeton. He has served in various
committees including Boards of Examination for M.Sc. and Ph.D. degrees at various Faculties, and
is the main Coordinator of the B.Sc. Applied Mathematics stream. He is also President of the
Malta Mathematical Society, which initiated the Malta Mathematics Olympiad held biannually
since 2000. Apart from peer reviewed research papers, he is author of a university level
mathematics textbook, titled “Functional Analysis”, published with Springer Science Media in
2014. In June 2015 he completed a Training Seminar for Prospective Peers of External Quality
Audits organised by NCFHE and the European Quality Assurance Agency.
Peer Reviewer:
Sandro Spiteri
Dr Sandro Spiteri has taught and trained in the primary, secondary and tertiary sectors since
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