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The Open College Network Northern Ireland (OCN NI) is one of eleven regions licensed by the National Open College Network (NOCN).  NOCN is an approved awarding body regulated by QCA, ACCAC and CCEA.  OCN NI provides a responsive accreditation service for providers of learning opportunities in Northern Ireland.

MISSION
“The Open College Network supports learning and widens opportunity by recognising achievement through credit based courses and qualifications”

Our Vision is “to be at the forefront of a comprehensive national Credit Accumulation and Transfer System and be recognised for promoting social inclusion, wider participation and community transformation”
We will achieve this by:

· Being passionate about inclusive credit-based learning
· Being best at facilitating the creative use of credit – responsive/demand-led product development
· Ensuring a robust business base through increasing learner registrations/credit achievements and high quality service and support

· Developing people, capacity and the resources of the network and ensuring effective business partnerships

CUSTOMER SERVICE STATEMENT
OCN NI provides a high quality, effective and efficient service.  OCN NI supports the users of its services with ongoing advice in the delivery, administration and quality assurance of their accredited provision.  Our staff team are committed to providing these services in a prompt, efficient and responsive manner.

SERVICE STANDARDS
OCN NI aims to provide you with the best possible service, to enable you to cater for the needs of all your learners.  We will do this by ensuring our service is:-

PROMPT

· We will appoint a Quality Reviewer to your Centre within 25 working days following receipt of the final draft of your Centre Approval documentation.

· We will issue the Recommendation for the Award of Credit Forms (RACs) within 25 working days of receipt of correctly completed registration forms.

· We will issue certificates within 35 working days of receipt of completed RACs.

EFFICIENT

· We will ensure our published information is up-to-date, accurate and accessible.

· We will use clear English in all our correspondence and documentation.
· We will publish an annual schedule of fees and charges.
· We will ensure all our systems and procedures meet external audit requirements.

· We will publish and distribute an annual calendar of training events.
· We will publish up-to-date guidelines on all aspects of our service.

· We will provide on-line access to appropriate documentation, news and information.

· We will allocate a named OCN contact person to each provider.
RESPONSIVE

· Our friendly, trained staff will provide a courteous, prompt response to enquiries.
· We will maintain a flexible approach in working with you to meet your needs.

· We will work with you in responding to the needs of your learners.

· We will take your telephone calls between the hours of 9:00am and 1:00pm and between 2:00pm and 5:00pm Monday to Friday (excluding Public and Bank holidays).

· We will identify ourselves by name on the telephone.

· We aim to return all telephone queries within 2 working days of receipt.

· We aim to acknowledge all email enquires within 2 working days of receipt.  

PLEASE HELP US TO HELP YOU
· Circulate our documentation and information to all appropriate staff.
· Complete our documentation fully and accurately.

· Meet our published deadlines.

· Please inform us of any changes to the contact details of personnel associated with OCN accredited provision   

· Please let us know if you think we can improve on any aspect of our services.
COMPLAINTS
Complaints can come in two forms: informal and formal.

An informal complaint can often be rectified immediately and therefore you should first of all complain to the person that has been dealing with your affairs who will seek to rectify the situation as soon as possible.  You will find a contact number on any correspondence we send to you.  

A formal complaint requires investigation and a response.  Only when you state that you want your query addressed as a formal complaint would we instigate the Customer Complaints Policy.  The Policy is available on request by contacting the OCN NI office.
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