BHCC LEP Project Meeting Report

Date: 21.02.2008

Present: 

Judith Street (JS) – Training Co-ordinator Priory House

Claire Mitchell (CM) – Consultant – Engage Employment Solutions Ltd

Karen Barford (KB) – Consultant – Engage Employment Solutions Ltd

Overview:

JS manages the Institute of Customer Service (ICS) Training Programme, which gives BHCC employees’ awards in customer services.

The ICS have an award scheme, which covers 3 main areas:

· Communication

· Solutions

· Innovation

Trainees who win the Innovation Award are able to put letters after their name reflecting their achievements in customer service.

Trainees who complete the course must become members of the ICS, which costs around £30 to £60 depending on the Award level; in Customer Services they pay year 1 membership costs for employees completing the award.

The course takes between 6 and 12 months to complete and involves simply around half an hour of writing each week and 1 hour of coaching every 2/3 weeks. The trainees complete a portfolio to demonstrate their learning and effectiveness in customer services, which is then assessed by with JS or Annette ? who are both qualified assessors for this.

The trainees are coached by other BHCC employees who have undertaken JS’s 2-day coaching course, which encompasses NLP techniques. 

The course costs £150 per employee and they need their managers permission before they can start. Employees in Customer Services and Housing Management get their courses for £75 because they can be assessed for free by JS and Annette who work in these departments.

This ICS course has been available in BHCC for around 5/6 years and JS estimates around 50/60 BHCC employees have gone through it.

The main issue that has arisen to date is the sourcing of people interested in coaching the trainees. The course is very popular and JS reports to have seen trainees make fantastic progress in their working lives as a direct result; she is capturing this success going forward.

CM explained the potential LEP Mentoring Scheme, asking if JS if her coach the coach course might be able to be adapted for this. JS said it would and said she might be interested, manager permitting, to run this.

Next Steps:

CM was very impressed with the ICS course, it’s low fees and the impact it was having on employees. Could/should this be included in the Admin All Areas Training Programme? Admin staff are often key members of the team, being responsible for the smooth running of the department, answering the phone to external and internal people.
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Making a success of Employer Engagement
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