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1. Policy statement
Impact Academy is committed to delivering high-quality teaching, learning, assessment, coaching and customer support across all areas of provision.
Historically, Impact Academy’s core delivery model has focused on apprenticeships. However, as part of the organisation’s wider diversification and commercial growth strategy, Impact Academy is developing a broader delivery model that includes apprenticeship provision alongside other forms of training and education. This may include commercial training, employer-funded programmes, short courses, funded adult learning or skills provision, retrofit and green skills training, bespoke employer programmes, and other curriculum areas linked to organisational growth.
This policy therefore applies to all teaching, learning and assessment activity, not only apprenticeship delivery.
The purpose of observation at Impact Academy is to support high-quality learning, strong customer experience, effective curriculum implementation, learner progress, employer satisfaction, safeguarding, wellbeing, personal development and continuous improvement.
Observation activity will be used as a developmental and quality improvement process, not simply as a compliance activity or a judgement of individual tutors.
2. Purpose of the policy
The purpose of this policy is to:
provide a consistent approach to observing teaching, learning, assessment, coaching and review activity across all provision;
support tutors, trainers, assessors and delivery staff to improve professional practice;
ensure customers and learners receive high-quality learning and support;
assure the quality of apprenticeship and non-apprenticeship delivery;
support Impact Academy’s diversification and commercial growth strategy;
strengthen curriculum quality across new and existing programmes;
ensure new provision is implemented safely, consistently and effectively;
identify and share effective practice;
identify individual and whole-provider CPD needs;
support improvement in learner/customer experience, wellbeing and outcomes;
provide evidence for the Self-Assessment Report, Quality Improvement Plan, curriculum reviews and senior leadership quality monitoring.
3. Scope
This policy applies to all staff involved in delivery, training, coaching, assessment, review and learner support.
This includes:
apprenticeship tutors;
skills coaches;
trainers;
assessors;
commercial trainers;
adult learning tutors;
short course tutors;
retrofit and green skills trainers;
employer partnership trainers;
sessional, freelance and associate delivery staff;
curriculum leads;
internal quality assurers where relevant.
The policy applies to all provision types delivered by Impact Academy, including but not limited to:
apprenticeships;
commercial training programmes;
employer-funded training;
bespoke B2B employer training;
short courses;
funded adult skills provision, where applicable;
retrofit, sustainability or green skills training;
leadership and management training;
professional development programmes;
online, blended and face-to-face learning;
one-to-one coaching;
group teaching;
assessment activity;
learner/customer progress reviews;
employer review meetings;
portfolio or evidence development sessions.
4. Definitions
For the purpose of this policy, the term learner/customer may refer to:
an apprentice;
an adult learner;
a commercial training participant;
an employer-funded learner;
an employee attending bespoke training;
an employer or client receiving training services;
any individual or organisation receiving education, training, coaching or assessment from Impact Academy.
The term delivery staff refers to any member of staff responsible for teaching, coaching, assessing, reviewing, training or supporting learner/customer progress.
5. Principles of observation
Impact Academy’s observation process is based on the following principles.
Developmental
Observation should support professional growth, reflection and improvement. It should help staff understand what is working well and what could be strengthened.
Customer-focused
Observation should consider the quality of the learner/customer experience, including engagement, support, wellbeing, confidence, satisfaction and progress.
Provision-wide
Observation should apply across apprenticeship and non-apprenticeship provision. Quality expectations should be consistent, while recognising that different types of provision may require different delivery models.
Curriculum-led
Observation should evaluate how effectively the curriculum is planned, sequenced, delivered and adapted to meet learner/customer and employer needs.
Evidence-informed
Observation activity should be informed by data, feedback, risk, curriculum priorities, learner progress, employer satisfaction, achievement, attendance, quality assurance findings and strategic priorities.
Risk-based
Observation frequency should increase where there is new provision, new staff, new curriculum, commercial expansion, employer concerns, weak outcomes or quality risks.
Inclusive and supportive
Observation should consider how delivery supports equality, diversity, inclusion, safeguarding, wellbeing and access to learning.
Improvement-led
Observation findings should inform CPD, coaching, curriculum improvement, quality meetings, SAR and QIP actions.
6. Observation model
Impact Academy will use a Teaching, Learning, Assessment and Customer Experience Quality Review Cycle.
This means observation will not be limited to a single annual teaching observation. Instead, Impact Academy will use a range of quality assurance activities to understand the quality of delivery across all provision.
The cycle may include:
formal teaching, learning and assessment observations;
commercial training observations;
progress review observations;
employer review observations;
short course delivery observations;
themed learning walks;
online delivery drop-ins;
curriculum deep dives;
learner/customer file sampling;
portfolio or evidence review;
learner/customer feedback;
employer/client feedback;
peer observation;
coaching and action planning;
follow-up reviews to check improvement.
This model supports Impact Academy’s wider strategic priorities around customer experience, curriculum quality, wellbeing and diversification.
7. Types of observation
7.1 Formal teaching, learning and assessment observation
A formal observation will normally involve a planned teaching, training, assessment or coaching session.
This may include:
apprenticeship teaching;
commercial training;
short course delivery;
adult learning delivery;
retrofit or green skills training;
leadership and management training;
online or blended learning;
assessment feedback;
portfolio or evidence development;
one-to-one coaching;
group workshops.
The observer will consider whether the delivery member:
has clear aims and learning outcomes;
explains the purpose and relevance of the session;
links learning to the curriculum, programme aims, employer needs or occupational requirements;
uses effective questioning;
checks understanding;
adapts delivery to meet individual needs;
supports learner/customer engagement;
provides appropriate stretch and challenge;
uses resources effectively;
promotes inclusion and participation;
embeds English, maths and digital skills where appropriate;
promotes safeguarding, wellbeing, Prevent, EDI and British values where relevant;
provides clear feedback;
supports progress and next steps.
7.2 Apprenticeship progress review observation
For apprenticeship provision, progress reviews are a key part of the learner experience and compliance model.
Impact Academy will observe progress reviews to ensure they are meaningful, developmental and effective.
The observer will consider whether the tutor:
involves the apprentice and employer effectively;
reviews progress against the apprenticeship standard and KSBs;
discusses off-the-job training meaningfully;
reviews evidence and portfolio progress;
checks progress towards gateway and EPA;
reviews previous targets;
sets clear, specific and time-bound targets;
identifies support needs or barriers;
discusses safeguarding, wellbeing and personal development;
records the review accurately;
ensures all parties understand next steps.
7.3 Non-apprenticeship learner/customer progress review
Where non-apprenticeship provision includes reviews, tutorials, coaching meetings or progress check-ins, these may also be observed.
This may apply to:
commercial programmes;
employer-funded programmes;
longer short courses;
funded adult learning;
professional development programmes;
retrofit or green skills programmes;
bespoke employer training.
The observer will consider whether the delivery member:
reviews progress against course or programme aims;
checks learner/customer understanding and confidence;
identifies any support needs;
confirms progress against agreed outcomes;
captures customer feedback;
agrees clear next steps;
supports completion, achievement or intended impact;
records progress appropriately.
7.4 Commercial and employer-funded training observation
Where Impact Academy delivers commercial, employer-funded or bespoke training, observation will focus on both educational quality and customer impact.
The observer will consider whether:
the session meets the agreed employer/client brief;
delivery is professional and well-structured;
learning outcomes are clear;
content is relevant to the customer’s workplace or business need;
participants are engaged;
examples are relevant to the employer context;
activities support practical application;
the trainer checks understanding;
the trainer adapts to the group;
feedback is gathered or encouraged;
the session supports the intended commercial or organisational outcome.
This is particularly important as Impact Academy develops its diversification model and builds employer partnerships beyond apprenticeship delivery.
7.5 Short course observation
Short course observations may focus on a full session or a proportion of a session depending on the length and purpose of the course.
The observer will consider:
clarity of aims;
pace and structure;
learner/customer engagement;
relevance of content;
quality of explanation;
practical application;
checking of understanding;
use of resources;
accessibility and inclusion;
completion and next steps;
customer satisfaction.
7.6 Retrofit, sustainability and green skills delivery observation
Where Impact Academy delivers retrofit, sustainability, environmental or green skills provision, observation should consider both teaching quality and the relevance of content to industry needs.
The observer will consider whether:
technical content is accurate and current;
the trainer links learning to sector practice;
health, safety, environmental and compliance issues are addressed where relevant;
learners/customers understand how the learning applies in the workplace;
practical examples are used effectively;
the session supports employer, industry or sustainability objectives;
assessment or knowledge checks confirm understanding.
7.7 Themed learning walks and short drop-ins
Learning walks are short, focused quality assurance activities. They may be planned or unannounced and will usually last between 15 and 30 minutes.
Themes may include:
customer engagement;
quality of questioning;
checking understanding;
online delivery quality;
employer relevance;
stretch and challenge;
curriculum sequencing;
personal development;
safeguarding and wellbeing;
use of resources;
assessment and feedback;
target-setting;
learner/customer confidence;
consistency across apprenticeship and commercial provision.
7.8 Peer observation
Peer observation will support professional discussion, shared learning and consistency across provision.
This may include:
apprenticeship tutors observing commercial trainers;
commercial trainers observing apprenticeship tutors;
new staff observing experienced staff;
tutors sharing approaches to questioning, assessment or engagement;
cross-curriculum observation to support consistency;
sharing effective practice from new provision areas.
Peer observation is developmental and may not require the same formal reporting process as quality assurance observations.
7.9 Targeted observation
Targeted observations may be arranged where there are concerns or identified risks.
Triggers may include:
new provision launch;
new commercial programme;
new employer partnership;
new tutor or trainer;
new delivery model;
learner/customer complaints;
employer/client concerns;
low attendance;
poor engagement;
weak achievement or completion;
poor evaluation feedback;
safeguarding or wellbeing concerns;
weak progress review practice;
concerns from IQA or quality sampling;
poor portfolio or evidence progress;
changes to curriculum or delivery model.
8. Frequency of observation
Impact Academy will use a proportionate and risk-based observation schedule.
	Staff or provision category
	Minimum observation frequency
	Observation activity

	New tutor, trainer or delivery staff member
	Within first 4–6 weeks, then again within 3 months
	Formal observation, coaching and follow-up

	Tutor or trainer new to apprenticeship delivery
	2–3 observations in first year
	Formal OTL, progress review observation and support review

	Tutor or trainer new to commercial/non-apprenticeship delivery
	Within first delivery cycle, then follow-up if required
	Commercial training observation, customer feedback review

	Experienced tutor or trainer with strong performance
	At least 1 formal observation per year
	Formal observation plus learning walk or progress review observation

	Tutor or trainer with identified concerns
	Every 6–8 weeks until improvement is sustained
	Targeted observation, coaching and action plan review

	High-performing tutor or trainer
	At least 1 formal observation per year or every 18 months by agreement
	Peer observation, mentoring and sharing good practice

	Sessional, freelance or associate trainer
	At least annually, or sooner if delivery volume is high
	Formal observation or recorded session review

	New programme or new curriculum area
	Observation during first delivery cycle
	Formal observation, learning walk or curriculum review

	High-risk provision
	At least 2 observations per year
	Formal observation, learning walk, deep dive or customer review

	Commercial/employer-funded provision
	At least annually, or during first delivery cycle for new products
	Commercial training observation and customer feedback review

	Apprenticeship progress reviews
	At least once per tutor per year
	Progress review observation



As a minimum, each active delivery member should normally receive:
one formal teaching, learning and assessment observation per year;
one relevant review or customer progress observation per year, where applicable;
at least one themed learning walk or short drop-in per year.
For apprenticeship tutors, this should include a progress review observation.
For non-apprenticeship trainers, this may include a customer progress review, commercial delivery review, employer feedback review or short course observation.
9. Risk-based observation triggers
Additional observation activity may be arranged where:
the staff member is new to Impact Academy;
the staff member is new to a type of provision;
a new apprenticeship standard is launched;
a new commercial course is launched;
a new employer partnership is introduced;
Impact Academy enters a new funded or commercial market;
a new delivery method is introduced;
learner/customer satisfaction is low;
employer/client feedback identifies concerns;
achievement, completion or attendance is below expectation;
learner/customer engagement is poor;
progress reviews or support reviews are weak;
quality assurance sampling identifies issues;
safeguarding, wellbeing or support concerns are identified;
assessment practice is inconsistent;
course evaluations indicate concerns;
the tutor or trainer requests support;
senior leaders identify strategic risk linked to provision growth.
10. Observation process
10.1 Planning
The annual observation schedule will be planned by the Head of Education / Quality Lead and reviewed throughout the year.
The schedule will take account of:
apprenticeship provision;
commercial training;
funded provision;
new curriculum areas;
employer partnerships;
staff experience;
learner/customer feedback;
employer/client feedback;
achievement and completion data;
SAR and QIP priorities;
strategic diversification priorities.
10.2 Before the observation
The observer may review:
programme or course aims;
session plan;
curriculum plan;
apprenticeship standard and KSBs, where relevant;
employer/client brief;
learner/customer starting points;
learner/customer feedback;
progress data;
achievement or completion data;
previous observation records;
quality assurance findings;
support plans or identified risks.
The tutor or trainer should be able to explain:
the purpose of the session;
who the learners/customers are;
how the session links to the wider programme or employer need;
intended outcomes;
how learning will be checked;
how individual needs will be supported;
how the session contributes to customer experience and quality outcomes.
10.3 During the observation
The observer will gather evidence relating to:
quality of teaching, training, coaching or assessment;
learner/customer engagement;
clarity of learning;
relevance of content;
checking of understanding;
progress made;
inclusivity;
safeguarding and wellbeing where relevant;
employer or workplace relevance;
quality of feedback;
professionalism;
achievement of intended outcomes.
10.4 After the observation
Feedback should normally be provided within five working days.
Feedback will include:
strengths;
areas for development;
impact on learner/customer experience;
impact on progress or intended outcomes;
agreed actions;
CPD or coaching support;
follow-up timescales where required.
11. Observation outcomes
Impact Academy will not use observations solely as a grading exercise.
Observation outcomes may be recorded as:
	Outcome
	Meaning

	Strong practice
	Practice is highly effective and may be shared more widely

	Effective practice
	Practice is secure and supports learner/customer progress

	Development required
	Some areas require improvement or further support

	Significant improvement required
	Practice does not currently meet expected standards and requires targeted support



Where improvement is required, an action plan will be agreed.
12. Feedback and action planning
Observation feedback should be:
evidence-based;
balanced;
professional;
developmental;
linked to learner/customer experience;
linked to progress, outcomes or intended impact;
connected to curriculum quality;
focused on practical improvement.
Actions may include:
improving questioning;
strengthening engagement;
making learning outcomes clearer;
linking content more explicitly to workplace or employer needs;
improving checking of understanding;
strengthening target-setting;
improving progress review practice;
adapting resources;
improving accessibility;
strengthening safeguarding or wellbeing discussions;
improving assessment feedback;
attending CPD;
observing a colleague;
receiving coaching or mentoring;
reviewing customer feedback.
13. Support and professional development
Impact Academy will use observation findings to support staff development across all provision types.
Support may include:
coaching from the Head of Education or Quality Lead;
peer mentoring;
CPD workshops;
standardisation meetings;
curriculum development support;
commercial delivery coaching;
support with online delivery;
support with assessment practice;
support with customer engagement;
review of session planning;
review of progress review practice;
external CPD where appropriate.
Where strong practice is identified, staff may be invited to:
share resources;
deliver CPD;
mentor colleagues;
support new provision development;
contribute to curriculum design;
support standardisation;
model effective commercial or apprenticeship delivery.
14. Follow-up and re-observation
Where development actions are identified, a follow-up plan will be agreed.
Follow-up may include:
professional discussion;
review of learner/customer feedback;
review of employer/client feedback;
learner file or portfolio sampling;
review of progress records;
short drop-in;
formal re-observation;
review of revised resources;
customer evaluation review.
Where significant improvement is required, re-observation will normally take place within 6–8 weeks.
15. Roles and responsibilities
Senior Leadership Team
Senior Leadership Team are responsible for:
ensuring quality assurance covers all provision;
supporting Impact Academy’s diversification strategy;
ensuring new provision is launched with appropriate quality controls;
reviewing observation themes;
ensuring findings inform SAR and QIP;
ensuring CPD is available;
monitoring risks linked to growth, commercial delivery and curriculum expansion.
Head of Education / Quality Lead
The Head of Education / Quality Lead is responsible for:
planning the observation schedule;
ensuring observations cover apprenticeship and non-apprenticeship delivery;
monitoring new provision quality;
training observers;
reviewing observation outcomes;
identifying provider-wide themes;
reporting findings to senior leaders;
linking findings to CPD, SAR and QIP activity;
ensuring action plans are completed.
Curriculum Leads / Programme Leads
Curriculum Leads / Programme Leads are responsible for:
supporting delivery staff;
ensuring curriculum quality;
reviewing observation feedback;
monitoring action plans;
supporting staff with delivery improvement;
identifying good practice;
ensuring new programmes are quality assured.
Commercial / Employer Partnership Leads
Commercial / Employer Partnership Leads are responsible for:
ensuring commercial delivery meets agreed client expectations;
sharing employer/client feedback with the Quality Lead;
supporting quality assurance of bespoke provision;
identifying risks linked to customer satisfaction;
ensuring new commercial programmes are reviewed and evaluated.
Observers
Observers are responsible for:
preparing appropriately;
understanding the type of provision being observed;
conducting observations fairly;
gathering evidence professionally;
providing constructive feedback;
completing records accurately;
agreeing actions and timescales;
maintaining confidentiality.
Tutors, Trainers and Delivery Staff
Tutors, Trainers and Delivery Staff are responsible for:
engaging positively with observation;
preparing relevant planning documents;
explaining learner/customer needs and session purpose;
reflecting on practice;
acting on feedback;
completing agreed actions;
participating in CPD;
sharing effective practice where appropriate.
16. Recording and documentation
Observation records will be stored securely and used for quality improvement.
Records may include:
observation form;
tutor/trainer self-reflection;
feedback notes;
agreed action plan;
follow-up review;
CPD record;
learner/customer feedback;
employer/client feedback;
evidence of improvement.
Observation findings will inform:
individual development plans;
CPD planning;
curriculum reviews;
quality meetings;
commercial programme reviews;
apprenticeship quality reviews;
SAR and QIP evidence;
performance review discussions where appropriate.
17. Confidentiality
Observation records will be treated confidentially and shared only with relevant staff.
This may include:
the tutor or trainer;
observer;
line manager;
Head of Education;
Quality Lead;
relevant curriculum or programme lead;
senior leaders where appropriate.
Provider-wide themes may be shared anonymously to support improvement and CPD.
18. Use of observation findings
Observation findings will be used to:
improve teaching, learning, assessment and training;
improve learner/customer experience;
strengthen apprenticeship and non-apprenticeship delivery;
support commercial delivery quality;
identify CPD needs;
improve curriculum design and implementation;
support new programme development;
strengthen employer and client satisfaction;
identify and share good practice;
inform SAR and QIP;
monitor the quality impact of Impact Academy’s diversification model.
Observation findings should help Impact Academy ensure that growth into new areas does not weaken quality, consistency, safeguarding, learner support or customer experience.
19. Links to other policies and procedures
This policy should be read alongside:
Quality Assurance Policy;
Curriculum Policy;
Teaching, Learning and Assessment Strategy;
Commercial Training Quality Procedure;
Customer Experience Strategy;
Safeguarding and Prevent Policy;
Equality, Diversity and Inclusion Policy;
Performance Management Policy;
CPD Policy;
Internal Quality Assurance Policy;
Learner Progress Review Procedure;
Employer Engagement Procedure;
Complaints Policy;
SAR and QIP process.
20. Monitoring and review
This policy will be reviewed annually by the Head of Education / Quality Lead, or sooner if there are significant changes to:
Impact Academy’s delivery model;
apprenticeship provision;
commercial training provision;
funded learning routes;
Ofsted or external quality expectations;
organisational structure;
staffing;
safeguarding or compliance requirements;
strategic diversification priorities.
The effectiveness of the policy will be monitored through:
completion of the observation schedule;
quality of observation records;
learner/customer feedback;
employer/client feedback;
achievement, completion and retention data;
CPD impact;
SAR and QIP progress;
internal quality assurance findings;
commercial programme evaluations;
senior leadership quality reviews.

Appendix 1: Minimum annual observation schedule
	Activity
	Minimum frequency

	Formal teaching, learning and assessment observation
	Once per active delivery member per year

	Apprenticeship progress review observation
	Once per apprenticeship tutor per year

	Non-apprenticeship progress/customer review observation
	Once per relevant delivery member per year

	Commercial training observation
	At least annually, or within first delivery cycle for new provision

	Themed learning walk/drop-in
	At least once per active delivery member per year

	Peer observation
	Encouraged annually

	New tutor/trainer first observation
	Within 4–6 weeks

	New tutor/trainer follow-up observation
	Within 3 months

	Re-observation after significant concern
	Within 6–8 weeks

	New programme observation
	During first delivery cycle



Appendix 2: Observation focus areas
Observation activity may consider:
curriculum intent and sequencing;
quality of teaching, training, coaching and assessment;
learner/customer engagement;
progress and achievement;
employer/client relevance;
development of occupational knowledge, skills and behaviours, where relevant;
clarity of learning outcomes;
questioning and checking understanding;
stretch and challenge;
adaptation for individual needs;
accessibility and inclusion;
English, maths and digital skills;
safeguarding, Prevent, EDI and wellbeing;
assessment and feedback;
target-setting;
customer satisfaction;
workplace application;
commercial client requirements;
professional standards and conduct.
Appendix 3: Suggested annual quality cycle
	Month/period
	Activity

	September–October
	Confirm annual observation schedule; identify provision risks; observe new staff

	November–December
	Formal observations and first themed learning walk

	January–February
	Apprenticeship progress review observations and commercial delivery reviews

	March–April
	Targeted observations or follow-up observations where required

	May–June
	Themed deep dive linked to curriculum, customer experience, employer engagement or new provision

	July
	Review observation findings and identify CPD priorities

	August
	Update policy, observation forms, SAR/QIP actions and annual quality calendar



Appendix 4: Additional quality checks for diversified provision
Where Impact Academy delivers provision outside apprenticeships, the following checks should be considered.
	Area
	Quality check

	Commercial training
	Does delivery meet the client brief and agreed outcomes?

	Employer-funded provision
	Are employer needs clearly reflected in delivery?

	Short courses
	Are aims, outcomes, pace and resources appropriate?

	Funded adult learning
	Are eligibility, support, progress and achievement monitored effectively?

	Retrofit/green skills
	Is technical content accurate, current and relevant to industry need?

	Bespoke employer programmes
	Is learning contextualised to the employer’s workplace?

	Online delivery
	Are learners/customers engaged and supported effectively?

	New provision
	Has quality been reviewed during the first delivery cycle?

	Customer experience
	Is feedback gathered, reviewed and acted upon?

	Safeguarding and wellbeing
	Are appropriate arrangements in place for the type of provision delivered?



Appendix 5: Policy approval
	Approval detail
	Information

	Approved by
	Senior Leadership Team

	Policy owner
	Head of Education / Quality Lead

	Date approved
	May 2026

	Review date
	May 2027
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