
 

 

 

 

Post External Quality Audit Action Plan 

The Computer Training Course (TCTC) Ltd 

  



1.1 Introduction 

 

Following the External Quality Assurance process conducted by an independent peer review panel and the feedback provided on the 11 expected 

standards. The Peer review panel highlight a number of positive actions taken by TCTC Ltd and a number of areas where improvements are expected 

in order to better meet the expected standards. This document, lists the points mentioned by the Peer review panel and provides and action plan that 

seeks to address all the areas requiring improvement. It is important to note that most of the areas have already been tackled by TCTC Ltd, with others 

in the process of being tackled. 

 

1.2 Action Plan 

 

Standard Peer Review 

Comments 

Action to be taken By 

Whom  

By When Comments 

Standard 

1 

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 

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 

TCTC January 

2021 

 



published and a 

version of it placed on 

the TCTC website for 

the benefit of its 

students and 

instructors.  

 

the institute 

applies in it various 

policies.  

 

Standard 

1 

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 

TCTC will 

supplement 

external audits 

with internal audit 

it conducts to 

assess the 

adherence to the 

quality standards 

set. 

 

TCTC January 

2021 

TCTC is subjected to quality audits on a regular basis by 

the certification bodies it represents (mainly by ECDL 

Foundation and City & Guilds). An example of this 

report, or the last audit it has been subjected to ECDL 

Foundation has been presented to NCFHE.  



awards meet NCFHE 

standards. 

 

Standard 

1 

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. 

 

- Implement mid-

way and end of 

course feedback 

from students 

- TCTC will 

document 

feedback 

obtained from 

Industry and 

students and set 

action points at 

the end of each 

course year for 

improvement 

purposes 

TCTC February 

2020 

 

DONE 

- TCTC has implemented mid-course feedback as 

well as end of course feedback for course 

improvement purposes. 

End of course feedback: 

https://form.jotformeu.com/81364901289361 

 

- Apart from the above, TCTC believes it is already 

proactive in affecting quality improvements as it 

performs the following: 

 

- Regular contact with industry by Mr. Ray Abela 

- Regular (annual) audits by external bodies such 

as City & Guilds UK and ECDL Foundation. These 

audits look into all aspects including training 

content, courseware, tutors, invigilators, QA 

processes and testing.  

- Training sessions provided to Staff in QA 

- Vetting of Staff by external bodies (inc. City & 

Guilds UK) to confirm accreditation  

Standard 

2 

1. Key 

Recommendation. 

TCTC should monitor 

progress against its 

business plan and set 

- Forecasts and 

results will be 

documented as 

so far these were 

done informally. 

TCTC Forecasts to 

be 

developed 

by March 

2021 

- TCTC will start formalising the planning which so 

far has been done informally and 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.  

https://form.jotformeu.com/81364901289361


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 

- The 

requirements for 

headship 

position have 

been drafted and 

presented to 

NCFHE Review 

Panel.  

 

Headship 

criteria by  

February 

2020 

DONE 

 

DONE 

- The requirements for Headship positions have 

been developed and forwarded to the review 

panel 

Standard 

3 

1. Conditional 

Recommendation. 

TCTC shall review its 

C&G Computerised 

Accounts 

programme to 

allocate more time 

for teaching, in line 

with C&G 

- Even though the 

results of 

students trained 

by TCTC are very 

good, the 

situation will be 

assessed as the 

course 

progresses to 

TCTC January 

2021 

- TCTC has 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 first-class 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 



documentation, in all 

Levels, especially 

Level 2. 

make sure that 

students are 

getting 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 TCTC is 

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 

attention and requiring less overall face-to-face 

tuition time. 



courses are short 

in duration.  

Standard 

3 

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. 

- Instruct Tutors to 

focus on learning 

outcomes apart 

from teaching 

the qualification 

per se. This is 

currently done 

informally as 

students are 

guided through 

lessons but can 

be better 

coordinated 

TCTC January 

2020 

- For qualification which are administered by 

other institutions such as ECDL Foundation and 

City & Guilds, the material and teaching 

methodology is guided by the same qualification 

owners.  

Standard 

4 

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 

- Development of 

feedback 

mechanism from 

students  

- Development of 

system to collect 

student 

complaints 

TCTC January 

2020 

 

DONE 

- TCTC has adopted a number of actions including, 

mid-way 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. 



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 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 

- Development of 

efficient way to 

provide student 

support outside 

face to face 

lesson time.  

TCTC February 

2020 

 

DONE 

- TCTC prefers a centralised control to student 

communication so as to ensure that issues are 

being deal with immediately and not left 

pending, hence TCTC has implemented the 

following: 

- 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.  



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. 

 

- 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. 

- Implement an 

anonymous 

student feedback 

mechanism at 

the end of each 

course 

TCTC February 

2020 

 

DONE 

- TCTC has adopted an end of course survey that 

can be inputted anonymously 

(https://form.jotformeu.com/81364901289361) 

Standard 

5 

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 

- Refund policy to 

be available to 

student before 

course 

commencement. 

TCTC February 

2020 

 

DONE 

- 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 of which cover the payment and 

refund mechanisms are available online through 

the following link: 

https://tctcmalta.com/en/terms-conditions.htm 



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. 

- Move more 

forms 

electronically to 

facilitate storage 

and access 

TCTC December 

2020 

 

 

- Where possible TCTC is trying to move 

paperless. However, in some cases it is 

constrained with the requirements set forth by 

institutes it represents. Sometimes the 

constrains come from the level of computer 

literacy of our target audience (especially at 

application stage). 

Standard 

6 

1. Key 

Recommendation. 

TCTC shall commit to 

a minimum set of 

published criteria 

(qualifications, 

experience, etc.) for 

recruitment, 

- Develop a policy 

that covers the 

set minimum 

criteria for the 

engagement of 

trainers 

TCTC February 

2020 

 

DONE 

- Following the audit, TCTC has developed a policy 

that covers the set minimum criteria for the 

engagement of trainers for all courses it 

delivers. The policy is in place and being applied. 

The same qualification and experience 

requirements are also included in the job 

postings which TCTC does through the JobsPlus 

system. 



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. 

- Implement job 

shadowing 

system to ensure 

teaching quality 

TCTC February  

2020 

 

DONE 

-  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.  

- TCTC organises 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 Administrator 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 

- Setup of VLE for 

students to 

access material 

- Improve student 

support channels 

TCTC Student 

Support 

Channel 

was 

implemented 

in February 

2020 

 

VLE will be 

implemented 

by May 2020 

- Courseware from ECDL and City & Guilds can be 

accessed from respective websites. During the 

course, tutors lead their students accordingly to 

show them how this is done. Students have the 

possibility to discuss any difficulties with their 

tutors during the next lecture.  

- An improvement is being put in place following 

the recommendation of the audit is the set up 

on an inbox: support@tctcmalta.com , whereby 



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. 

DONE 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. 

- Following the COVID-19 issue, TCTC is 

implementing online learning for some of its 

courses and in this process is setting up a VLE to 

allow for such sessions to be held 

 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 

- Create procedure 

and training to 

tutors on how to 

provide student 

support beyond 

face-to-face 

support 

TCTC Mailbox and 

support 

procedure 

 

DONE 

February 

2020 

 

 

Process to 

be reiterated 

by 

December 

2020 

- TCTC has develop a procedure whereby the 

student could be supported via multiple 

channels. Students can send emails to 

support@tctcmalta.com and the emails will be 

answered either by a administration staff who 

are trained in the subject matter or an answer 

sought from the tutor and a reply is sent to 

student. Otherwise the student can choose to 

call TCTC and will get assist immediately. 

- The tutors have been informed of this change 

and will also be reminded of this in due course 

during face to face or video meetings.  

mailto:support@tctcmalta.com


ensure 

implementation. 

Standard 

7 

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. 

- Implement 

Complaints 

system keeping 

track of the 

complaints 

received and 

actions taken 

TCTC February 

2020 

 

DONE 

- 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.  

-  

 2. Key 

Recommendation. 

TCTC shall study the 

cause of server 

failure carefully and 

seek to eliminate the 

problem, especially 

- Ensure Internet 

Service failover 

TCTC This was 

already in 

place 

 

DONE 

- 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 



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. 

connection through Vodafone to be activated 

should the internet connection provided by Go 

plc fail at any given time.  

-  

Standard 

8 

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 

- Improve 

statistical record 

keeping for 

student 

population for 

reporting and 

improvement 

purposes 

TCTC January 

2021 

 

- 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 

system, some of which has already been made 

available.  

 



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. 

Standard 

9 

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. 

- Provide students 

with better 

information 

about course 

progression 

TCTC This was 

already 

being done 

earlier but is 

being done 

more 

proactively 

now 

 

DONE 

- Through its 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 students 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. 

- Improve job 

listing 

information and 

include elements 

such as minimum 

qualifications 

TCTC December 

2019 

 

DONE 

- 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. 

- Improve the 

student feedback 

collection to 

gauge course 

satisfaction 

TCTC February 

2020 

 

DONE 

- TCTC implemented 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.  

-  



Standard 

10 

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. 

- Implement a 

system of 

feedback review 

and via a 

consultation 

process work on 

potential 

improvement to 

courses and 

delivery methods 

TCTC February 

2020 

 

DONE 

 

 

- 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 stakeholder (especially employers 

and industry experts) and shall collate that 

information to inform the course improvement 

cycle. This shall be done by also organising a 

session with administration and academic staff 

to take on their feedback too. 

-  

 2.Recommendation. 

TCTC may keep a 

- Systematically 

keep records of 

TCTC February 

2020 

 

- TCTC already keeps a written record of the 

feedback and action taken with regards to City & 



written record of 

how it has addressed 

the 

recommendations it 

receives in its 

Awarding body 

audits. 

 

audit report from 

awarding bodies 

DONE 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, 

including this Action plan 

Standard 

11 

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. 

- Provide proactive 

approaches to 

collect more 

information from 

Student during 

EQA 

TCTC January 

2021 

 

- 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 minutes to allow for such questionnaire 

filling time. Apart from this, TCTC could try to 

chase students to take on the survey, but 

unfortunately it has no control of these external 

factors. 

-  



 


