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QUALITY ASSURANCE – SKILL FOR LIFE PROCESS 

 

This document is a consultation for you to reply to.  As the Chief Examiner I have written it on behalf 

of the Standards sub-group of the NRG (National Representatives Group). The purpose of the 

document is to try and explain the standards we propose to set for the “delivery” of Skill for Life to new 

Associates, and to obtain your feedback on those standards.   We will then consider the responses, 

and make decisions about the standards, taking the responses into account. 

We then recommend them to the NRG and the IAM Council to be accepted, and they become the 

standards that we all (the IAM and the Groups) are expected to work to. 

The standards sub group will also be looking at how the standards are inspected, and what sanctions 

and/or rewards there may be for good or poor performance measured against them.  They are also 

due to look at some standards around the governance and finance issues for the group movement.  

None of these issues is addressed in this document - they will all follow later this year. 

The document is reasonably lengthy.  My apologies for that, but I believe it is important to try and give 

you a good explanation of what is being suggested, rather than to skim across the surface and leave 

the true implications hidden. 

 

Why are we doing this? 

It is important that we have standards which provide a good quality of service to those who buy Skill 

for Life for a number of reasons.  Among them we wish to be seen as an organisation that provides a 

good quality of service (because we actually want to do exactly that); we wish Associates to feel that 

they want to recommend us to others; we need to be able to assure those who regulate driving and 

driving issues that we do a good job; we need to be able to convince prospective Associates that they 

will receive good service.  We also need to look after our own interests as an overall body – individual 

Groups are affected by the way that others or the IAM nationally, are perceived generally. The 

opposite also applies – so effectively we are all reliant on one another. 

 

What are these standards about? 

This document deals with standards for the customer service that someone going through Skill for Life 

should receive.  They deal with that from start to finish – from the first contact with the IAM through to 

receiving their certificate.  There are five “phases” in the document:  

• First contact 

• Admin “referral” between Group/IAM/Chiswick 

• Preparation 

• The test 

• Membership certificate etc. 

The phases are not important as such – they simply make the process easier to talk or write about by 

breaking it down to more manageable “chunks”. 

The standards are not about what we achieve now.  They are about what we should all achieve in the 

future.  Comments about how well or badly we do things now are not the point of the consultation – it 

is about what we should be trying to achieve in the future.  They are, of course, minimum standards, 

and things can be done better! 
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Are there any major changes? 

Yes.  We are proposing a substantial change in the way that Associates are allocated to a group.  

There are a couple of alternatives suggested – please see the relevant section of the document.  The 

entire section dealing with “referral” is based on the assumption that we will alter the process, so that 

rather than sending an associate away to sort themselves out with a group, they are linked to a group 

at the outset, the group are made aware of them and get in touch with the new associate. 

 

How should responses to the document be sent? 

Please send them to me at Chiswick, either by post to 510 Chiswick High Rd., London W4 5RG 

(please make it clear they are for me on the envelope); or to Standards@iam.org.uk by email.  I have 

deliberately chosen not to tie responses down to a list of specific questions with Yes/No answers only, 

but left it more open to allow comment and variation.  However – please be concise and keep the 

responses to the point to help understanding, and please make it clear what you are saying – it is only 

too easy to assume understanding in a way that can lead to confusion. 

The comments area of the response document will expand as you type – the space is not as limited 

as it looks, if you want to write explanatory comments. 

Please do accept that I will not be responding individually to every response to the consultation – with 

220 Groups that would grind the whole activity to a halt! 

 

Will we have an opportunity to comment later? 

The basic message is “Get your comment in now” before the standards are set and started. We will 

consider the replies you make, and the NRG will review the standards in light of them, and ratify the 

end result.  We will then publish the results to you, and implement them. 

 

 

 

 

 

 

 

 

 

 

 

 

 



3 

 

1 First Contact 

This section deals with the first contact that the new customer or potential associate has with the IAM 

or the group.  This is the left hand column of the summary chart at the end of this document. 

A Websites 

The website should be accurate and up-to-date, and it should be easy to find the information they 

need at this stage of their contact with the IAM/Group.  Those are inevitably subjective and imprecise 

measures. 

B Telephones 

Chiswick  

The public enquiry telephone number at Chiswick should be answered within 5 rings during office 

hours.  There is a standard reply used by the staff answering that line, to ensure that the response is 

appropriate.  Any voicemail message left on it should be responded to within four working hours. 

Groups   

• There should be a dedicated telephone number for enquiries to the group, which is not a 

telephone number used for other purposes (especially not someone’s personal telephone 

number).   

• The group enquiry number should be answered with a standard response.   

• Any voicemail message left on it should be responded to within 2 working days.   

We do appreciate the voluntary nature of this activity.  Systems do exist which allow for the transfer of 

a telephone number, or of a telephone itself, and which are very inexpensive.  This allows for the 

workload to be spread, if necessary, and for holiday etc coverage to be easy to manage. 

 

C Email 

Chiswick 

Email enquiries about Skill for Life to the enquiry address from the website should be responded to 

within four working hours.  The same applies to on-line applications – these should be processed 

within that timescale. 

Groups 

Emails should be responded to within two working days.  As with telephone enquiries above, we are 

aware of the voluntary nature of the contact here.  Email address systems can be arranged to allow 

more than one person to deal with the email, if the load is high, or when cover is required for holidays 

etc. 
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2 Referral 

Recruitment can be either through the group or through the IAM at Chiswick directly (by phone, post, 

or website).  This section deals with both of these alternatives. 

The standards in this section are based on the idea that when someone buys Skill for Life they are 

allocated to a group by the IAM and the group make contact with the associate.  This is a significant 

change to the present arrangement, which advises the associate how to find a group, and leaves 

them to do it themselves.  Research suggests that we “lose” 20% of all purchasers of Skill for Life at 

this stage of the process, and that half of these either “Don’t get round to it” or “Find the system 

unfriendly”.  By changing the system, so that the relevant group make contact with the associate both 

these sets of issues should be overcome. 

A Two options for referral to a group 

There are two methods suggested, and we would like your responses on which of the two would be 

better.  We are keen to keep this as simple for the associate as possible, and to have as simple and 

“clean” a process as possible. 

i. Option 1 - Postcode allocation. Essentially each group is given an area of the UK which is 

“their territory” and any associate within that area would be allocated to them.  This does mean 

we would have to resolve “Who owns which territory” twice (once for cars, once for motorcycles).  

In practical terms we would almost certainly have to do this using postcodes (not just the first 

section, but broken down using the full code).  Associates who were recruited by a group would, 

of course, be allocated to that group, unless they or the group advised otherwise (e.g. as the 

result of a major local event). 

ii. Option 2 – Associate selection on the web.  As the associate went through the web application 

process it would guide them to a small selection of Groups local to their address.  There would 

have to be a section from each giving some brief details (where they meet, whether they do one 

to one or group sessions, or fixed courses etc.  Ideally how quickly they could start a new 

associate on preparation).  They would then be able to select a group from those offered.  As 

before those already recruited by a group would simply be allocated to that group.  A telephone 

enquirer would have to be taken through this process verbally and allocated to a group in the 

same way. 

There are advantages and disadvantages to each of these options that we can see – but you will all 

have differing thoughts about which is best.  We are, however, very clear that we need to alter the 

system so that new Associates are allocated to a group and not left “adrift”, helping to prevent the 

leakage, and to build both the IAM and the Group’s memberships better.  It does, of course, also 

provide a better customer service for the associate. 

B Associate recruited directly by the Group – forwarding of application and cheque to 

 Chiswick 

• The material should be received at Chiswick within a week of the associate applying to the 

Group 

The rest of the processes dealing with the associate are dependent on this paperwork. 

C Associate recruited directly by the Group – Despatch of Skill for Life pack to associate 

• This should happen within two working days of the application being received at Chiswick 

• There should be 100% accuracy in the despatch (i.e. correct pack (car or motorcycle), correct 

name) 
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D Contact with the Group by Chiswick 

• Details of an Associate allocated to a Group will be emailed to them within two working days 

 

E Contact with the Associate by Chiswick 

• The Associate will be emailed the details of the group he/she has been allocated to within two 

working days by Chiswick 

 

F Contact with the Associate by their Group 

• The group will contact the associate within two working days of receiving information from 

Chiswick that an associate has been allocated to them 

 

G Re-allocation to another group 

We have not set a standard for dealing with the re-allocation of Associates to another group, if it 

becomes apparent that they would be better served by that (e.g. because geography means it would 

be more sensible for them to go to a group near work than one near home).  We do expect this to be 

simple and promptly dealt with, but do not see a way in which this could be measured.  Suggestions 

on this are sought, but at present we foresee this being reviewed more flexibly – we hope it will be 

relatively rarely needed. 
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3 Preparation 

This section deals with the highly important aspect of the preparation given to an associate, guiding 

them towards a successful test pass.  Groups generally have very good performance in achieving the 

test standard, with the test pass level being consistently above 80% of tests conducted, overall. 

 

A Time to start preparation 

• The associate should be assigned to an observer, or offered an assessment drive/ride date 

within a calendar month of being allocated to a group 

This means the assessment date is within a month, not that within a month someone makes an 

appointment for one in a years time!  This is a difficult thing to specify, because of the variety of 

practices and needs of Associates and Groups.  We are very keen to have a short waiting time here – 

feedback is that this is an issue to potential Associates.  We are also aware that group volunteer 

availability is not unlimited, and the one month specified above is the result of feedback from 

discussions with a number of Groups.  We believe that the vast majority of car Associates should be 

started on preparation within that period – but accept that there is seasonality as an issue with 

motorcycling. 

Your feedback and ideas on this are particularly welcome! 

B Location of theory sessions or practical session meeting places 

This refers to the location used for any theory sessions, for the location used for group meetings, and 

for the locations used for the start/end of practical sessions. 

• Acceptable in appearance (i.e. not scruffy and dirty), suitable access for all to use (e.g. not in 

an unlit lane where personal safety fears may be raised or in a location with a poor local 

reputation) 

• Easy to find 

• Appropriate facilities: (toilets for both sexes, or the disabled if relevant), somewhere to 

discuss issues out of the car/off the bike, space for parking, suitable places to introduce 

observers and Associates 

• Adequate shelter from the weather 

 

These are items very difficult to specify objectively, and there will be some need to accept local 

factors in making judgements here.  The theme that the location should be smart, clean, welcoming 

and suitable for as wide a range of drivers/riders as possible is the key. 

C Regularity of Preparation sessions 

• Sessions should be available for Associates at intervals of not longer than two weeks 

• Sessions should not all be offered on the same time/day in the week (especially not all on 

Sunday mornings) 

The Sunday morning sessions have been the cause of difficulties for some sections of the community.  

If a group routinely meets on a Sunday morning, the offer of one-to-one sessions by arrangement for 

an individual would overcome this issue. 

Sessions only being offered only a monthly basis has been the subject of some feedback that the 

Associates find the overall commitment becoming too lengthy (from start of preparation to end can 

become many months) and the sessions too far apart for effective learning from them. 
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D Length of Course 

• A typical course is currently 8 to 10 sessions.   

This currently varies hugely around the country, and we are aware that individuals learn at different 

rates, and start from different existing standards.  We would like to be able to standardise this more 

over time. 

 

E Competence of Observers 

The Standards sub-Group of the NRG has recommended an entire project to review the qualification 

and training of observers.  We hope to run this project starting in late 2010. 
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4 Testing 

A Prompt conduct of the test 

90% of all tests should be completed within one month of the application being received at Chiswick 

B Location of the test 

This refers to the location used for the start/end of the test. 

• Acceptable in appearance (i.e. not scruffy and dirty), suitable access for all to use (e.g. not in 

an unlit lane where personal safety fears may be raised or in a location with a poor local 

reputation) 

• Easy to find 

• Appropriate facilities: (toilets for both sexes, or the disabled if relevant), somewhere to 

discuss issues out of the car/off the bike, space for parking, suitable places to introduce 

observers and Associates 

• Adequate shelter from the weather 

These are items very difficult to specify objectively, and there will be some need to accept local 

factors in making judgements here.  The theme that the location should be smart, clean, welcoming 

and suitable for as wide a range of drivers/riders as possible is the key.  The list is identical to that for 

the start/end of preparation sessions. 

 

C Result received in Chiswick promptly 

• The result should be received in Chiswick with 7 days of the test. 

 

D Offer of a re-test to unsuccessful candidates 

• Currently at three days, by March 2011 the offer of a re-test, and despatch of an application 

form for this should be made within one working day of the result being received at Chiswick. 
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5 Membership 

A Issue of New Membership Card on passing test 

• Currently at two weeks from receipt of the test result, by January 2011 this will not be 

necessary and all Associates will have a card which will continue until their normal renewal 

date.  This will remove a substantial practical difficulty in getting material to newly qualified 

Full members promptly, and the changes necessary to achieve this were started in January 

2010. 

 

B Issue of Membership certificate by Head Office 

• Currently at two weeks, by March 2011 this should be done within two working days of receipt 

of the test result. 

 

C Award of membership certificate by the group 

About half of the 220 IAM Groups award certificates to their Associates at Group evenings or 

similar events.  The others do not do this, and the certificates are despatched direct to members. 

• The option of having the test certificate awarded by the group or by post (where the group 

offers the facility) should be offered as part of the test application form, giving the associate 

the option 

• Where the award is made by the group, this should be done within 6 weeks, or as agreed with 

the associate 

• The event should be a pleasant and positive experience, with the opportunity for photographs 

etc for local publicity where appropriate 
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First Contact Referral Preparation Test Membership 

 

Websites – IAM or Group 

• Easy to use 

• Accurate and up to date 

_______________________ 

Telephone by either 

HO Reply in 5 rings 

Group – dedicated number 

to be used for contact 

HO Standard opening 

reply or outgoing  voice 

message 

Email/Voicemail by either 

• HO reply within 4  working 

hours  (for non-

personalised email) 

Group - Reply in 48 hrs (2 

working days) 

 

 

Group forward SfL application to 
HO, or see * (if Assoc applies 
directly to HO) 

• Received in HO in one week  

SfL “Pack” delivery to assoc–  

• Despatch – 5 days, 2 days 

by Mar 2011 

• Accuracy – 100% correct 

pack with correct details 

______________________________ 

Contact with group by HO 

• Details emailed to group within 2 

working days 

______________________________ 

Contact with assoc by HO 

• within 2 working days 

______________________________ 

Contact with associate by group 

• within 2 working days 

 

Time to start –  

Assigned to Observer or offered an 

assessment drive/ride date within calendar 

month (includes allocation of a place on a fixed 

date course) 

Locations (theory and practical sessions) 

• Acceptable in appearance, suitable for 

personal safety concerns? 

• Well located and easy to find? 

• Appropriate & with facilities (e.g. toilets) 

including for females/disabled where 

relevant  

• Shelter  

Regularity  

• Available not more than 1 -2 weeks.  

• Not always Sunday morning 

Length of course 

• Typical course length 10 lessons 

Competence of Observers 

• Recommend new project to 

consider this whole issue for next 

financial year (2011 – 12) 

 

Length of wait for test itself  

Test result received in HO within one 

calendar month of application in 90% of 

tests 

Location of test  

• Acceptable in appearance, suitable 

for personal safety concerns?? 

• Well located and easy to find? 

• Appropriate & with facilities (e.g. 

toilets) including for females/disabled 

where relevant  

• Shelter 

  

 

Offer of re-test by HO    

By Jan 2011 

1 working day 

 

Issue of membership card 

Cancelled by January 2011 

____________________________ 

Issue of membership certificate 

by HO 

By Jan 2011 2 working days 

Award of membership certificate 

by group 

• Offer alternative on 

test booking form 

• Within 6 weeks, or as 

requested by Assoc. 

• Pleasant experience 
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Responses 

 

Please divide your responses to the various suggestions; so that it is clear which section they refer to 

(I would hate to misunderstand your intentions). 

Please respond to each suggestion – it is important that you tell us the things that you feel are correct 

as well as commenting on those that you wish to raise issue with.  A simple sheet is provided to help 

with this – but do comment beyond that where you feel you wish to. 

Please can you return your responses by 30
th
 June (that’s a two month period).  We would encourage 

you to discuss this amongst yourselves as much as possible it is important that we try and catch the 

constructive issues, and understand the difficulties as much as possible. 

Please do be constructive.  Whilst inevitably a quality assurance process will identify some 

uncomfortable things, the intention here is not to create sticks to beat with, but to try and make things 

better for us all. 

Please remember these are not statements about how things are – they are about how things should 

become.  We know that they are not quite like this at the moment – that’s what we want to change! 


