Welcome

Welcome to the first edition of the DSA-QAG monthly newsletter. As a result of the number of calls and
emails that QAG receive (and from feedback from some of our members) DSA-QAG thought that it
might be useful if we sent out a short update on a monthly basis that would keep everyone updated
with news and events that are taking place. This will be a single newsletter that will be distributed to
both Suppliers and Assessment Centres.

Student Survey

Over the past few months DSA-QAG have been working on the development of an on-line Student
Survey which will allow QAG to analyse the students perspective on the service provided by both
Assessment Centres and Suppliers. The survey can be undertaken at three separate stages which will
allow students to feedback when they have completed each of the various stages in the DSA process:

e Once they have attended an assessment centre and had their Needs Assessment Report completed
e Once they have had their DSA equipment delivered and installed
e If they have the occasion to report a fault with their DSA equipment

DSA-QAG has engaged with Assessment Centres, Suppliers, external bodies and students in developing
this survey which has now been launched. We will shortly be issuing a URL to Assessment Centres and
Suppliers to include in their documentation/correspondence to students once they have attended
their centre for an assessment or received delivery or services from the Supplier.

External organisations, Student Finance England (SFE), National Union of Students (NUS) and National
Bureau for Students with Disabilities (SKILL) will be helping with the promoting of the URL.

DSA-QAG on receipt will analyse the data and will be able pass feedback received to centres &
suppliers. This should remove the requirement for centres / suppliers to carry out their own individual
student surveys. Details of the regularity and format of student feedback will be agreed with the
Assessment Centre and Supplier Working Groups respectively.
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Update on Suppliers

As you are aware we had the unfortunate circumstance where by one of our suppliers (Enabling
Computers) went into administration recently, however there are students out there who have
received equipment from this organisation and who still require support with their equipment during
the remainder of their course. If you are approached by any of these students then you need to
identify who provided their funding and on the basis of this, point them in one of the following

directions

e |[f they were funded by a local authority, they need to call the authority.

e If the student is SFE (SLC) funded, please issue the helpline number 01325 215037.

Also in October 2009 Pagham Technologies ceased to be a DSA- QAG supplier although they will
continue to fulfil any current warranty agreements with existing students. New contact details are:

Pagham Technologies Ltd
20 Mallard Crescent
Pagham

West Sussesx, PO21 4UU

Telephone Number 01243 264000

DSA-QAG Continuous Improvement

As DSA-QAG undertake in the region of 80
audits a year, we are aware that there is a
need to review, monitor and change how we
conduct audits. To help us to do this, we
have recently introduced an Audit Feedback
form containing 6 questions which should
take no more that 10 minutes for Suppliers
and Centre Managers to complete once they
have been audited. DSA-QAG ask for your co-
operation in completing and returning these,
as it will enable us to take on board your
feedback and take any necessary action to
change our processes and procedures to
improve the undertaking of audits. Future
newsletters will include example of the
actions we have taken based on your
feedback.

FAQ’s from Assessment Centre Audits

As thirty audits have been conducted using the
new Quality Assurance Framework a number of
frequently asked questions are being raised.

It has been highlighted by various Centre
Managers the 1° point of contact is being
interpreted differently between centres, we
would like to clarify that the 1*' point of contact
should be recorded as when the centre first
makes contact with the student, by way of
telephone, e/mail or face to face (Providing the
confirmation letter from the funding body is in
place).

Clarification is being requested by some Centre
Managers regarding the definition of “a senior
staff member” conducting the proof reading of
needs assessment reports. This point of note has
already been recorded and is scheduled to be
discussed at the next QAF Assessment Centre
Workshop.

It has been highlighted by various Centre
Managers that the current Equipment List within
the QAF is out of date, as noted within the
paragraph above; the content of the Equipment
List is scheduled to be discussed at the next QAF
Assessment Centre Workshop.
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Associate Member Communications

As many of you will be aware from recent communications issued by QAG, this year we have been
inundated with telephone calls and enquiries from students, parents, Assessors, Centre Managers,
Suppliers, Local Authorities and other organisations. Many of you will know, the QAG team is limited to
resources, and to assist us with dealing with enquiries promptly and efficiently, at the September
Board, we requested that queries be directed through Associate Members to QAG. The reason for the
request for Associate Members to relay enquiries is to avoid multiple requests for the same query and
to ensure that the correct information is disseminated to organisations such as NNAC, NADP and
ASASA via their respective forums. The contact details for Associate Members who sit on the QAG Joint
Board and Associate Members meetings where your enquiries should be addressed are —

ASASA — Polly Laycock pl.dsa@hotmail.com Tel. 07968489405
NADP — Karen Robson krobson@uwic.ac.uk Tel. 029 20416170
NNAC —Lesley Morrice lesley.morrice@nottingham.ac.uk Tel. 01158467780

We would appreciate your co-operation in liaising through your respective organisations for enquiries
— we will of course continue to deal enquiries that are of a confidential matter relating to our
registered Assessment Centre or Suppliers.

QAF Workshops

At the end of last year, after the launch of the new Quality Assurance Frameworks (QAF’s) for Suppliers
and Assessment Centres, DSA-QAG setup QAF Working Groups to facilitate ongoing feedback, reviews
and updates of these frameworks. Although the two Groups (one for the Assessors and one for the
Suppliers) met back at the start of the year, due to workloads at QAG, we had to cancel the meetings
scheduled for June. The two groups, however, recently met in late October, where current issues and
workload priorities were discussed. As a result of these discussions, a number of work streams were
identified by each group to be undertaken. Due to QAG resourcing levels, the groups were asked to
identify their top two priorities. Please see these below along with the names of the people who will
participate on the work streams

Suppliers Assessment Centres
1.Standard Ted Pratt (MKC) Bryan Jones (North London AC)
Quote Nasser Siabi(Microlink) 1.Standard Quote Simon Bloor (Access Central)
Emma Shelton (Taunton) &
Matt Dean (Wyvern), Marie Norris Judith Waterfield (Disability
(Clearlinks) Assist Services), Jill Berry
(Assessment Centre on Teeside),
*Sue Stephens (Pagham) originally Chrissy Robertson (Oxford Access
selected, Pagham no longer QAG Centre)
2. QAF Updates Supplier. 2. Outreach Criteria

Please note: The Standard Quote was not a top priority for Assessment Centre’s, however as Assessors
would complete the new Quote template, Centres accepted that this should be a priority.

Full notes from the meeting have been distributed to all Suppliers and Assessment Centre Managers.
Should you require a copy, please contact Lorraine Hill lorraine.hill@dsa-gag.org.uk
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PGP Clarification

It has been reported by a number of Centre Managers during their audit that there has been/there are
problems setting up and sending Needs Assessment Reports to the SFE via their PGP software. We have
been in touch with SFE to seek clarification for Assessment Centre members. Below is information which
should assist those who are encountering PGP issues.

Hlow Private/Public Key Encryptio(PGP) Workg by SFR

Each organisation that is registered with a certifying authority has two keys, a ‘Private Key’ and a ‘Public
Key’. Each key de-crypts everything encrypted with the opposing key. A Private key decrypts everything
encrypted with the corresponding public key, and a public key de-crypts everything encrypted with it’s
paired private key.

Public Keys

As the name suggests public keys are in the public domain, they can be published to directories and
with websites to allow anyone to encrypt using these specific keys. This is done deliberately to allow
anyone to send secure emails to the company that has released the key. Messages encrypted with the
public key cannot be decrypted with anything other than the opposing private key (which is only held by
the company that the message is intended for). Because of this there are no security risks involved with
allowing free access to a company’s public key.

Private Keys

These are the opposite of public keys. Private keys are NEVER disclosed to anyone outside of the
company that they were created for. These are used to de-crypt messages that have been encrypted
with the corresponding public key.

Sending mail from an external company to SLC

To send an encrypted mail to SLC it will need to be encrypted with the public key associated with the
following email address: needs assessment reports@slc.co.uk. This can be accessed from the
following URL: https://keyserver.pgp.com/

Notes:

e 3" parties may have been given two keys from their certifying authority (private and public). That can be
used to encrypt and decrypt emails. SLC only needs to be given a 3" party’s public key if it is required to
send encrypted emails to this third party. There is no need for any party to send a public key to SLC
unless it expects to receive encrypted emails from SLC.

e Messages sent to SLC encrypted using a third party’s private key are NOT securely encrypted. These can
be decrypted by anyone with access to the freely available corresponding public key. There are uses for
this type of encryption, but these are outside the scope of this document.

e Messages encrypted using a 3" party’s public key can not be read by SLC as we do not hold the
corresponding private key.

e The use of encryption is widespread these days, you can get all of the help you need on the internet. The

PGP website and forum is excellent and can be accessed by anyone with any queries.

e Please note — any PGP related queries should be directed to Dave Morgan, Specialist Support Manager
via Dave Morgan@slc.co.uk or 01325 215194
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KPI UPDATE

Assessment Centres and Suppliers will be aware from the KPI communication issued by the board on 10™
September 09, KPI data collection is now a permanent requirement and that returns should be with DSA-QAG
by the 5" working day of the month, however this submission date is not being met by a few of the centres /
suppliers. DSA-QAG appreciate that it is a busy time, but ask that anyone unable to meet these timescales
contact DSA-QAG and let them know submissions are going to be late and when we can expect them. Also can
you ensure data is submitted in excel format on the form distributed.

Please find below a summary of submissions by region for October 09

Suppliers

KPI Returns by region for Oct 09
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October 09 KPI Returns by Region
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DSA-QAG Central Administration Unit

Karen Docherty & Chief Executive
Tel: 0141 548 8006
Email: Karen.docherty@dsa-gag.org.uk

Lorraine Hill 8 Senior Quality Assurance Officer
Tel: 0141 548 8006
Email: lorraine hill@dsa-gag.org.uk

Steven Bisset 8 Field Auditor
Tel: 0141 548 8006
Email: steve.bisset@dsa-qgag.org.uk

Mechelle Hall 8 Field Auditor
Tel: 0141 548 8006
Email: Mechelle.hall@dsa-qag.org.uk

General Enquiries
Tel: 0141 548 8006
Email: administration@dsa-qag.org.uk

DSA-QAG Site www.dsa-gag.org.uk

DSA-QAG Board Members:

Stephen Brown 8 Chair of DSA-QAG
Email: stephen24brown@gmail.com

David Malcolm: Deputy Chair of DSA-QAG
Email: david.malcolm@nus.org.uk

DSA-QAG Associate Members:

Karen Robson (NADP)
Tel: 029 20416170
Email: krobson@uwic.ac.uk

Lesley Morrice (NNAC)
Tel: 01158467780
Email: lesley.morrice@nottingham.ac.uk

Polly Laycock (ASASA)
Tel: 07968489405
Email: pl.dsa@hotmail.com .

Antony Ruck (Supplier Rep)
Tel: 01204 534311
Email: aruck@barrybennet.co.uk

TBC (Supplier Rep New)

QAF Working Group Rep

Jill Berry, NNAC North East Rep
Tel: 01642 342269
Email: J.berry@teeside.ac.uk

Simon Bloor: NNAC North West Rep
Tel: 0161 2750986
Email: simon.bloor@access-summit.ac.uk

Bryan Jones: Non NNAC3 North London AC
Tel: 020 8411 5366
Email: b.jones@mdx.ac.uk

Chrissy Robertson: NNAC South East Rep
Tel: 01865 551811
Email: crobertson@ocvc.ac.uk

6raham Sellick: NNAC Central Rep
Tel: 01604 892668
Email: nac@northampton.ac.uk

Emma Shelton: Non NNAC & Taunton AC
Tel: 01823 352749
Email: emma@contact-associates.co.uk

Judith Waterfield: South West Rep.
Tel: 01752 232278
Email: J.Waterfield@plymouth.ac.uk

More Useful Contacts:

SLC/SFE

Dave Morgan 8 Specialist Support Manager
Tel: 01325 215194

Email: Dave_Morgan@slc.co.uk

Specialist Support Team:

Joanne Thompson & Team Leader

Tel: 01325 215194

Email: dsa_team@slc.co.uk

PGP:
needs_assessment_reports@slc.co.uk

Practitioners Team:

Steve Bryson - Team Leader
Tel: 0845 602 0583

Email: SSIN_queires@slc.co.uk

http://practitioners.studentfinanceengla
nd.co.uk

Other Useful Contacts

BIS

Ian Thompson & Student Finance Policy
Tel: 0207 215 1551

Email: ian.thompson@bis.gsi.gov.uk

QAF Working Groups (Suppliers)

Matthew Dean: Wyvern
Tel: 01432 271233
Email: matthew.dean@wbs.uk.com

Marie Norris: Clearlinks
Tel: 0845 833 9971
Email: marie.norris@clear-links.co.uk

Ted Pratt: MKC Computers
Tel: 01223 506006
Email: ted@mkccomputers.co.uk

Antony Ruck: Barry Bennett
Tel: 01204 534311
Email: info@barrybennett.co.uk

Nasser Siabi: Microlink
Tel: 0808 1180 485
Email: Nasser@microlinkpc.com
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