 [image: image1.png]



LJ CARE TRAINING LIMITED
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Customer Support, Advice and Guidance

LJ Care Training has brought together a range of services, which includes course guidance, learning support, advice and support for Learners. LJ Care Training provides information on a wide range of topics such as fees, additional learning needs and facilities for people with disabilities.

LJ Care Training is impartial and is there to give customers information, advice and guidance to help them make informed decisions about what courses they may wish to study. 
For those who need further specialist support, training, advice and guidance, referrals and/or signposting can be made to external services or specialist support as appropriate.

If we are unable to meet your needs, we will signpost/refer on to alternative service provision.
Training information e.g. charter, disability statements and course details can be requested in large print or audio tape.  Staff in the centre is experienced in dealing with information, advice and guidance queries. 

There is parking at LJ Care Training for people with disabilities very close to the main entrance.
The office is easily accessible for anyone with restricted mobility.  

The office has an up to date information section, which contains:

· Course details

· Reference materials for job search, CV writing, interview techniques and choosing options

· Information about finance for study

If we do not have the information requested, we will signpost to another suitable organisation or aim to deal with the request within three working days.  If we are held up by print runs of particular publications we will give the customer a time by when they should receive the information.

This service is available from 9:00 am –1:00pm Monday & Tuesday, 9.00am – 4.00pm Wednesday – Friday, evening appointments can be obtained if requested.  Callers to the office will be seen for initial advice straight away and if they require more detailed guidance an appointment will be made.  Appointments can be made by calling in, by telephone or by E-Mail.  A free answer phone service is available for out of office hours and responses to messages will be made within two working days. 

Telephone numbers to the Office are: Main number: 01793 834100
Fax: 01793 834300

Email: linda:lj-care-training.co.uk

Web: www.lj-care-training.co.uk
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If a client is unhappy about the service they receive they can speak in person to a member of the team who will follow the company’s complaints procedure (a copy can be obtained from the office) 

Feedback from customers is sought either verbally or by questionnaires.  Results of these are evaluated and used to update and develop the service. 
Our service operates to the National IAG Board – Principles of Coherent IAG Service Delivery
Standards, a copy of which is attached to this statement.


The National IAG Board Principles for

Coherent Delivery in Information Advice and Guidance Services

Information, advice and guidance (IAG) services should promote the value of learning, be accessible to people and provide them with the help they need to enter and progress in learning and work

The Principles are implicit throughout the 8 Elements of the matrix quality standard for information advice and guidance services


The Principles for Coherent Information Advice and Guidance Delivery are:





Accessible and Visible


IAG Services should be recognised and trusted by clients, have convenient entry points from which clients may be signposted or referred to the services they need, and be open at times and in places which suit client’s needs;





Professional and Knowledgeable


IAG frontline staff should have the skills and knowledge to identify quickly and effectively the client’s needs. They should have the skills and knowledge either to address the client’s needs or to signpost or to refer them to suitable alternative provision;





Effective Connections


Links between IAG services should be clear from the client’s perspective. Where necessary, clients should be supported in their transition between services;





Availability, Quality and Delivery


IAG services should be targeted to the needs of clients, and be informed by social and economic priorities at local, regional and national levels;





Diversity


The range of IAG services should reflect the diversity of client’s needs;





Impartial


IAG services should support clients to make informed decisions about learning and work based on the client’s needs and circumstances;





Responsive


IAG services should reflect client’s present and future needs;





Friendly and Welcoming


IAG services encourage clients to engage successfully with the service;





Enabling


IAG services should encourage and support clients to become lifelong learners by enabling them to access and use information to plan their careers, supporting clients to explore the implications for both learning and work in their future career plans;





Awareness


Adults should be aware of the IAG services that are relevant to them, and have well informed expectations of those services.
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