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Within the STEM Employer Engagement Toolkit, this guide provides an example of Employer Engagement Standards as developed and operated by Weymouth College.

These employer engagement standards demonstrate the college’s commitment to our business customers. They are intended to clearly indicate the levels of service we expect from you as employees of the college, when working with businesses/employers.
Every Weymouth College employer engagement team member should:
· Treat customers with respect, fairness, understanding and courtesy
· Listen carefully and give clear explanations in a timely manner
· Communicate with customers in a professional, helpful and knowledgeable manner
· Attend staff development sessions on: customer care, disability awareness, equality & diversity and protecting vulnerable adults and children
· Take ownership of customer enquiries and endeavour to resolve them immediately (or at least within 1 working day), keeping customers fully informed of the progress of their enquiry until it is completed
· Provide the employer with a designated Business Support Officer who will act as the main point of contact throughout the training programme to deal with and resolve any potential queries or issues quickly and efficiently.
· Offer a free Training Needs Analysis during initial contact with an employer and arrange to meet the employer within 7 working days (where possible).
· Wear a staff ID badge whilst at work and dress in a professional manner appropriate to both their role and to the culture of the [insert institutions name]
· Help customers to find external services that may be of use to them
· Acknowledge and process complaints quickly and in accordance with the Weymouth College Employer Complaints Procedure and use feedback received to improve the service offered on an individual or [insert institutions name]  wide basis
· Acknowledge customer calls (or voicemail message) as soon as is reasonably practical ideally, within 24 hours of receiving the call/message
· Share positive feedback with the appropriate colleague and their line manager and take part in celebrating success at every opportunity
· Date stamp customer correspondence when received and respond to a customer’s letter using plain language within 3 working days
· Respond to customer e-mails using plain language within 2 working days
· Be aware and responsive to the individual needs of customers seeking additional support and advice where necessary
· Promote [insert institutions name] positively to all customers
· Answer all telephone calls with a suitable welcome message including Good morning/afternoon/evening, [insert institutions name],  How can I help you and informing them of your name
· Keep all voicemail greeting messages up to date and containing suitable information including Name / Date or Time of return to the office / instructions to leave a message or call again/an alternative contact method
· Keep all automated e-mail messages up to date and containing suitable information including instructions on how to contact an alternative colleague in an emergency
· Personalise correspondence wherever possible and provide a named [insert institutions name]  representative for future contact
· Send standard information within 24 hours of a customer’s request and specialised information within 3 working days
· Ensure the employer receives clear and accurate information about the services we offer and course content, duration, times, assessments/exams and costs.
· Be aware of health and safety issues and responsibilities and report concerns in the appropriate way
· Ensure the [insert institutions name]  takes into account individual learning needs by liaising with the appropriate [insert institutions name]  team
· Ensure that they arrive on time to meetings and provide their contact details to the employer
· Not make promises which they cannot deliver
· Progress reviews and obtain regular feedback from tutors, employers and learners at agreed intervals
· Assist the employer to evaluate the impact of the training using appropriate tools
· Be committed to achieving equality of opportunity for all those who study, work or are linked to the [insert institutions name]
· Put forward any ideas they have for continuous improvement to our services
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