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Employer Brokerage 
Minimum Service Level Standards

The following set out the minimum level of performance standards that the organisation will aim to perform to in relation to employer engagement activities. Performance will be monitored on a monthly basis, to measure compliance with and any deviation from the agreed standards.

Referral of Leads to Training Providers

Three criteria will be used to determine which Training Providers receive referrals from our Employer Engagement Services;

· The preference of the employer to use a specific organisation. Where there is an existing relationship with the employer, which they wish to continue, this will be the first choice. 

· The occupational training offered by individual Training Providers. Wherever possible the employer will be given a selection of organisation, that offer the required occupational training needed. 
· The geographical location of the training delivery, where appropriate. The employer will be consulted as to their preference 
It will be usual practice to offer the employer a choice of three different organisations. Where this is not possible the employer will be informed that there are less than three organisations able to meet their needs within the consortia. 

Service Level Performance Standards 

The following measures will be used to measure the efficiency of the service provided to Employers and Training Providers.

1. Where an employer appointment is not made directly by the telemarketing company, leads received to be logged and contact made to the employer attempted within 2 working days of receipt. 

2. In all instances a Broker visit to be offered, at a time and location suited to the employer.

3. Employers to be offered an appointment to usually take place within Five Working Days, or at a date convenient to them. 
4. All leads to be fed to Training Providers within Two Working Days of employer visit.

5. Training Providers to contact employer within Two Working Days of receiving lead. 

6. Training Providers to be contacted by Broker five Working Days after the allocation of lead to monitor progress and identify outcome. 

7. All outstanding leads with Training Providers to be followed up and progress identified at the end of each Calendar Month. 
Evaluation of Service

1. Employer feedback to be collected via galaxy telephone survey.
These standards to be effective from 1st August 2008, and will be reviewed on a quarterly basis.

