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Introduction  
 

The Directorate of Vocational Reviews (DVR) of the Education & Training Quality Authority 

(BQA), conducted this review over three days by a team of four reviewers. For this review, 

reviewers observed training sessions reported to be conducted within the last three months 

and other related activities, analysed data about the courses conducted and qualifications 

learners achieve, examined learners’ written and other work, examined documents and 

materials provided by Business Avenue Training Centre and collected feedback from learners, 

stakeholders, the trainer, management and support staff.  
 

This Report summarises the review team’s findings and their recommendations about what 

the provider should do to improve. 
 

Summary of review judgements 

Aspect Judgement 

Outcomes Learners’ achievement 3 

 

 

Programmes and processes 

 

Effectiveness of teaching/training and 

assessment  
3 

Quality of courses/programmes  3 

Learners’ support and guidance 3 

Management and 

governance 

Effectiveness of leadership, management 

and governance  
4 

Capacity to improve 4 

Overall effectiveness 3 
 

 

 
 
 
 
 
 
 

Provider’s overall effectiveness throughout the last three reviews 

 

Outstanding 1  Good 2  Satisfactory 3  Good 4 

2

3

2012 2016 2020

1

2

3

4
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Overall effectiveness ‘Satisfactory’ 
 

Judgement justifications 
 
• All aspects of the provision are judged 

‘satisfactory’ except the effectiveness of 

leadership, management and 

governance, which is judged 

‘inadequate’.  

• During 2019, Business Avenue 

Training Centre (BATC) conducted one 

course only, for 13 different batches, by 

a qualified trainer who uses a variety of 

training methods to sufficiently engage 

the majority of the learners. However, 

in a few of the observed sessions, the 

used methods did not motivate the 

learners to participate productively 

throughout the session. 

• Learners’ levels of understanding and 

abilities to complete the in-class 

activities are assessed through a range 

of assessment methods that are 

relevant to the course content. 

However, assessments are not rigorous 

enough to measure, in depth, the 

individual learners’ attainment of the 

pre-defined course learning outcomes. 

The majority of learners are able to 

respond appropriately to these 

assessments as revealed in the 

standards of their work.  

• The majority of learners work 

appropriately in groups and progress 

sufficiently to complete the course 

requirements. However, a minority of 

them are not able to master the 

required skills and still need the 

support of their trainer to complete the 

given tasks within the specified time. 

Moreover, a few of the learners are not 

committed enough as reflected in their 

poor punctuality. 

• The Centre monitors learners’ 

achievement adequately and relevant 

learners’ performance records are kept. 

Nevertheless, these are ineffectively 

verified.  

• Although BATC has been recently 

responsive to stakeholders’ needs and 

requirements, the Centre lacks a 

holistic approach for gaging and 

understanding the local market needs. 

The course currently on offer is suitably 

structured and planned; however, 

mechanisms used for designing, 

updating and reviewing courses are 

not formalised. 

• Learners are provided with adequate 

support that helps them and facilitate 

their learning. Nevertheless, the 

provided support is not always 

targeted towards at-risk learners to 

ensure that they achieve better 

outcomes.  

• Although BATC’s management 

recruits qualified staff and deploys 

them appropriately, Quality Assurance 

(QA) arrangements and performance 

monitoring are insufficient. A number 

of processes are not yet formalised to 

reflect the actual status of the provision 

as the internal QA measures are not 

effective, particularly to moderate the 

internal assessments. Moreover, the 

strategic planning process is neither 

rigorous enough nor linked to the 

outcomes of a thorough self-evaluation 

process. 
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Capacity to improve ‘Inadequate’ 

 

Judgement justifications 
 
• The Centre’s performance has declined 

in all the review aspects by one grade 

since the last BQA review visit. The key 

recommendations of the last review 

have not been sufficiently addressed.  

• Since the last review, BATC has had a 

high turnover of staff, including at the 

managerial level. This hinders the 

ability of the Centre to run a systematic 

operation and benefit from its internal 

quality assurance measures. Moreover, 

BATC still lacks a comprehensive 

internal QA manual containing clear 

policies, procedures and means of 

monitoring the implementation of 

these policies to secure continuous 

improvement of the provision. 

• BATC has developed a Strategic Plan; 

however, the Plan is not based on a 

realistic assessment of the Centre’s 

current status and does not stipulate 

the initiatives needed to reposition the 

Centre in the market. The self-

evaluation process is not 

comprehensive and is not regularly 

carried out to trigger continuous 

improvement.  

• The submitted Self-Evaluation Form 

(SEF) for this review is brief and neither 

provides sufficient details about the 

actual practices nor accurately 

highlights relevant areas to improve 

further. Also, it overestimates the 

performance of the Centre by one 

grade. 

• The number of enrolments has 

dropped significantly over the last 

three years and a number of the 

previously offered local courses were 

discontinued. Since the last review, the 

Centre has been almost inactive till the 

mid of 2019 where it begun to have 

some business with one corporate 

client and as a result, one course has 

been conducted for 13 different 

batches.  

• Recently, BATC’s management has 

identified a number of improvement 

initiatives, some of which are listed in 

the ‘steps forward’ document, which 

was shared with the review team 

during the visit. These initiatives 

included expanding the range of the 

offered courses and hiring more staff. 

To this end, the Centre has established 

recently a partnership with the 

Management Centre Europe (MCE) in 

order to offer externally accredited 

courses. However, no courses have 

been conducted until the time of this 

review visit. However, the impact of 

these initiatives is still to be seen.  

• BATC has launched a new website; 

however, it is currently ineffective and 

lacks essential information. 
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The provider’s key strengths 

 

• The range of training approaches and related activities used to engage the majority of 

learners. 

• The conducive learning environment which is adequately equipped. 

 

 

Recommendations  

 

In order to improve, BATC should: 

 

• ensure that learners master relevant knowledge and vocational skills in order to attain 

the stated course outcomes  

• enhance the planning, structuring and delivery of the courses through: 

- improving further the training and assessment methodologies to improve the 

achievement of the intended learning outcomes  

 

- formalising the mechanism used to determine the local market needs and 

utilising the outcomes to inform decision-making 

 

• improve the internal quality assurance system to include more comprehensive and 

detailed policies and procedures, and ensure systematic and effective implementation 

• ensure that the Centre’s strategic planning is driven by a regular and rigorous self-

evaluation process and is effectively implemented and monitored. 
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Learners’ achievement ‘Satisfactory’ 

 

Judgement justifications 
 

• Learners develop appropriate 

vocational knowledge and practical 

skills that are relevant to their attended 

course. Despite this, a minority of them 

are not able to competently complete 

the assigned tasks independently or 

master the required skills towards the 

end of the course. 

• Generally, learners acknowledge that 

attending courses at BATC has had a 

positive impact on their attitudes and 

skills at the workplace. They confirm 

that the course is helpful for their job 

roles and has contributed towards 

improving their knowledge.  

• From the analysis of the submitted 

Learners’ Performance Data (LPD), the 

overall retention and success rates are 

high reaching almost 100%, which is 

expected for this type of attendance-

based very short duration course. 

Nevertheless, the standard of 

knowledge and understanding 

reflected in the samples of learners’ 

produced work provided during the 

review visit is at an adequate level.  

• Most of the learners complete the 

course requirements and are awarded a 

certificate of attendance upon 

attending at least 80% of the training 

hours. Considering the rigorousness of 

the assessment methods and its 

marking with the standards of learners’ 

work, learners achieve the majority of 

the Intended Learning Outcomes 

(ILOs) upon course completion.  

• Learners make sufficient progress 

considering their prior attainments, 

this is evidenced in the available 

learners’ work and the comparisons of 

the pre- and post- course assessments’ 

results. However, a minority of 

learners do not perform as well as 

expected; neither during the session 

nor over their entire course duration.  

For example, a number of learners were 

not able to complete the tasks given 

during the observed sessions, and 

others gain minimal added value.  

• Learners are attentive and demonstrate 

positive attitude towards their learning 

experience. This was noted during the 

observed sessions in the manner 

learners interacted with the trainer, in 

addition to the way they executed 

different in-class activities. A minority 

of learners are able to reflect suitably on 

their learning and consolidate what 

they have been taught by participating 

in discussions, sharing relevant 

examples from their work experiences 

and questioning the trainer.  

• The Centre employs a ‘Reflection form’, 

where learners reflect daily on their 

learning experiences; however, the 

forms are inconsistently filled by 

learners and some of the completed 

forms are not sufficiently critical. 

Whilst, a minority of learners could 

clearly set action plans to improve their 

learning experience, others could not 

set realistic targets on where they can 

further improve their performance. 

•  According to the observed sessions 

and analysis of the records provided 

for this review, the majority of learners 

show commitment towards their 

learning where they attend regularly 
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and usually on time. However, a 

number of learners come late to their 

sessions for more than 30 minutes. 

Punctuality was an issue in almost all 

of the observed sessions.  

• The majority of learners, when given 

the opportunity during the various 

group activities and individual tasks, 

are able to work both independently 

and collaboratively in a proper manner. 

However, a minority of them face 

difficulties in completing the given task 

within the allocate time and to the 

required level; they remain over-

dependent on their trainer’s support 

and direction to enable them to move 

on and accomplish the given task.   

 

 
Areas for improvement 

• Learners’ mastering of the intended skills and achievement of the stated course 

outcomes upon course completion.  

• Learners’ ability to work independently. 

• Learners’ punctuality. 

 

 

Effectiveness of teaching/training and assessment ‘Satisfactory’ 

 
Judgement justifications 

 

• Practical experience and subject 

knowledge are utilised when 

explaining concepts, and 

knowledgeable responses are provided 

to learners’ questions. Learners are 

provided with extensive relevant 

vocational examples that relate to their 

work place.   

• Learners are grouped in batches 

depending on their abilities. A range of 

training methodologies, which 

sufficiently engage the majority of 

learners, is utilised in the sessions 

attended by the more able learners. 

This includes brainstorming, 

presentations, open discussion and role 

plays, accompanied with an adequate 

number of related individual and 

group in-class activities. However, in 

the less effective sessions, which are 

attended by the less able batches, 

learners were not always motivated to 

participate productively throughout 

the session. In these sessions, a number 

of learners were not provided with 

sufficient opportunities to think and 

provide answers to the questions 

raised by the trainer, resulting in 

learners remaining passive for a 

significant part of the session.  

• The available learning resources and 

materials are used appropriately to 

deliver the course and facilitate 

learning experience. These include the 

proper use of data show projector, clear 

PowerPoint presentations, whiteboard, 

flipchart, videos and relevant course 

handouts.  

• Analysis of the available documents 

revealed that at the start of the training 

course, the trainer assesses learners 

through a pre-course assessment. An 
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identical post-course assessment is 

used to measure the progress made by 

the learners and their individual 

attainment. These assessments include 

a mix of objective and open-type 

questions that are appropriately linked 

to the course’s content. However, the 

marking is insufficiently rigorous, and 

internal verification is ineffective.  

• Learners’ levels of understanding and 

abilities to complete the given activities 

are also assessed through a variety of 

assessment methods suitable to the 

type and duration of the course 

currently offered. Assessment methods 

include quizzes, open questioning 

techniques and a number of in-class 

activities, in addition to the pre- and 

post-course assessment. Although 

these assessment tools are useful and 

are aligned to the course content, they 

vary in quality and do not measure in-

depth the individual learner’s 

attainment of the specified ILOs.  

• While there are clearly stated course 

ILOs in the course outline, the session 

plans are not based on these ILOs. 

Session plans stipulate the training and 

assessment methods which are linked 

to the topics to be covered. These plans 

are appropriately adjusted in response 

to learners’ requirements and 

backgrounds obtained through the 

outcomes of the mechanism used to 

check learners’ prior attainments. 

However, the learning differentiation 

methods as stated in these plans are 

based on the trainer’s expectations 

rather than being a learning strategy to 

excel in the attainment of the ILOs.  

• Training sessions are suitably 

delivered with proper pacing, and 

sufficient time is allocated for the 

majority of the activities to be 

completed. They cover progressively 

the topics outlined in the standardised 

lesson plans. However, time 

management was an issue in a few of 

the observed sessions.  

• Session delivery is suitably 

contextualised to meet learners’ 

working environments. The course 

content, class seating plan, delivery 

mode and language are also attuned to 

suit learners’ levels and appropriately 

accommodate learners’ individual 

needs.   

• Learners’ higher order thinking skills 

are suitably elicited by using follow-up 

questioning techniques, sharing 

relevant case studies and real-life 

scenarios from the trainer’s experience 

and encouraging learners to share and 

discuss challenging cases faced at their 

workplace.  

• The records of attendance are regularly 

registered yet punctuality is neither 

consistently nor accurately recorded. 

Learners’ performance records are 

sufficiently kept; however, marking 

criteria are vague.  

• Throughout the learning experience, 

useful verbal feedback is constantly 

provided to the learners to help them 

improve, which is highly appreciated 

by the learners. However, learners are 

not provided with written feedback on 

their assessments and the comments 

provided on learners’ end of course 

reports are not constructive enough 

and do not precisely focus on where 

learners can improve further in 

relevant to the course ILOs.  
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Areas for improvement 

• The effectiveness of the training strategies in engaging and motivating learners’ 

productively throughout the session. 

• The rigorousness of the assessments used to measure course learning outcomes.  

• Addressing learners varying needs.  

 

 

Quality of course/programmes ‘Satisfactory’ 

 
Judgement justifications 

 

• BATC has a range of soft skill courses, 

approved by the Ministry of Labour 

and Social Development. Most of the 

approved courses are of Local 

Attendance, with a minority being of a 

Local Achievement. 

• During 2019, a number of courses have 

been approved, yet none of these 

courses has been conducted. The only 

course that was conducted up to the 

advent of this review is a very short 

local attendance course tilted 

‘Customer Service Excellence’ (CSE). 

This course was conducted for 13 

batches of learners, which meet the 

requests of the client, and learners’ 

needs; and in which, a minimal - but 

purposeful - customisation of course 

content is done by BATC. This is noted 

in the delivered activities that are 

customised to accommodate and 

account for learners’ abilities. 

• While the approved courses to be 

offered by BATC possess the potential 

rationale for satisfying the market 

needs, the study conducted - a 

purportedly aggregated views of a 

number of participants - is not 

comprehensive in gauging the 

preferred courses that satisfy the needs 

of different stakeholders and learners. 

The current study is basic in nature and 

more geared towards justifying the 

offering of the CSE course. 

• The CSE course outline is fit for 

purpose. However, there exist an 

obvious mismatch between the actual 

approved course ILOs in the course 

outline and those which are stated in 

the lesson plans.  

• Taking into consideration the type and 

duration of the CSE course, and 

judging by the content, the course has 

sufficient training hours allocated. The 

course conducted is designed to 

enhance the learning experience; with 

course components that are adequately 

planned in a sequence to facilitate a 

progressive acquisition of knowledge 

and development of skills. An 

assessment policy is in place, as a 

rubric and as a standard for BATC to 

follow. However, it is neither 

sufficiently detailed, nor specific to 

which courses to be applied to. 

• BATC has a formal policy stipulated in 

its ‘Quality Manual’ - to design, 

approve, update, and annually review 

courses.  However, the policy itself is 

not sufficiently detailed. The current 

conducted course is adopted from a 

third party, a specialised training 

courses’ material provider, where it is 

suitably reviewed by BATC. Yet, the 
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main stages of the executed reviews are 

not formally documented. 

• Learning resources employed by BATC 

and the quality and relevance of the 

learning materials that are provided to 

learners enrolled in the CSE course are 

sufficient and authentic. These include 

PowerPoint presentations, handouts 

and relevant videos. The course is 

appropriately supported by a relevant 

number of examples and activities that 

enhance learners’ level of 

understanding.  

• BATC maintains a formal policy for 

entry level, admission and registration 

processes, which is just appropriate for 

the current conducted course. 

Considering the course’s nature and 

content, the Centre devises a fit-for-

purpose procedure for learners’ 

placement. It comprises a documented 

interview used to decide on learners’ 

initial level, and an aggregated report 

of screening-of-learners’ forms, to 

identify learners’ current needs, future 

needs, expectations, and any special 

pre-existing needs. The procedure is 

implemented appropriately to group 

learns in different batches, decide on 

in-class seating arrangements, and 

adjust the in-class activities to suite 

learners’ batch-level. 

 

 

Areas of improvement: 

• The approach used to gather and analyse the local market needs.  

• Detailed policies and procedures relevant to the quality of courses. 

• Documentation of the steps taken to design, and periodically review and update 

courses. 

 

Learners’ support and guidance ‘Satisfactory’ 
 

Judgement justifications 
 
• Considering the nature and duration of 

the only course conducted at BATC, 

learners are adequately supported and 

guided to overcome their learning and 

work difficulties. Nevertheless, the 

overall support provided is not 

systematic enough to enable learners to 

reach their full potential. Although the 

Centre has developed a relevant 

support policy, it is not comprehensive 

and does not provide details on when, 

how and where learners are supported 

and guided. 

• A proper course outline is shared with 

learners prior to the start of the course. 

Nevertheless, the information about 

the offered courses in the current 

Centre’s website is basic and of general 

nature. It lacks some essential 

information such as course’s ILOs, 

training and assessment 

methodologies, and career prospects. 

• Initial guidance is provided to learners 

on what is expected from them to 

complete the course they are enrolled 

in. Prior to the start of the course, initial 

interviews with potential learners are 

conducted during which they are 

advised and guided about the course to 

better suit their interests and abilities.  
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• Learners are provided with a brief 

induction session at the 

commencement of the course to 

familiarise them with aspects relevant 

to their learning. The session mainly 

focuses on sharing relevant policies 

and procedures such as attendance, 

and health and safety. In addition, 

information on the assessment 

methods and the marks distribution is 

shared with learners. These are also 

available on the back of the registration 

form and in learners’ notebook.  

• A support form is used by BATC to 

identify learners who need support 

inside or outside the classroom. This 

form is not necessarily filled by the 

trainer. Learners who show low 

participation during a training session 

or score low marks in assessments are 

provided with one-on-one coaching 

sessions. Learners are also provided 

with useful counselling on work issues 

when needed. 

• BATC continuously follows up on 

learners’ absenteeism and lateness. 

Learners who miss a session due to a 

justified reason are provided with a 

make-up session to catch up with their 

group and if needed extra free time is 

provided for further explanation. 

• Only one batch of learners have been 

enriched with a relevant extra-

curricular activity which appropriately 

enhanced their learning experience. 

Learners are also provided with 

opportunities to enhance their personal 

abilities and life skills; they are 

encouraged to develop their 

communication and presentation skills, 

giving them opportunities to gather 

information, develop problem-solving 

skills, and resolve real-life cases such as 

difficulties learners face in their 

workplace.  

• The Centre has flexible arrangements 

for the delivery and scheduling of its 

courses to suit learners’ needs and meet 

clients’ requirements. These include 

changing the timings and dates of the 

sessions for a specific group of learners 

upon their requests to meet their needs. 

In addition, the delivery language has 

been adjusted for the convenience of 

the learners; however, the used 

materials and handouts are not 

translated into the delivery language, 

which consequently affects learners’ 

achievement. 

• BATC maintains well established links 

with its stakeholders and mainly 

communicate with them throughout 

the course to report on their employees’ 

attendance and punctuality issues. 

However, the Centre does not have 

formal and explicit procedures in place 

in this regard.  

• BATC always keeps individualised 

learners’ performance reports; yet 

these reports are only shared upon 

request. Moreover, these reports are 

not informative enough to reflect the 

actual progress learners made, identity 

the skills and knowledge gained by 

learners and stipulate how to improve 

further.   

• Although the Centre has suitable 

arrangements and is generally 

responsive to support learners with 

special needs, BATC lacks detailed and 

explicit policy and procedure to 

manage the support provided for this 

category of learners.  
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Areas for improvement 

• The impact of the provided support on learners’ performance.  

• Detailed policies and procedures on supporting learners, including those with special 

needs. 

• The Centre’s website. 

 

 

Effectiveness of leadership, management and governance ‘Inadequate’  

 

Judgement justifications 
 
• The Centre has articulated vision and 

mission statements that focus on 

enhancing learners’ knowledge and the 

quality of the provision. To achieve its 

mission, the Centre has developed a 

three-year Strategic Plan (2019-2021) 

with a set of strategic goals that are 

adequate for the current phase of 

operations. The strategic plan is 

translated into yearly operational plans 

that cascade the strategic goals into 

actions. Nonetheless, the majority are 

not clearly written, and the timeline is 

not always specified. Moreover, a 

number of the identified Key 

Performance Indicators (KPIs) are 

neither measurable nor clearly mapped 

to ensure a rigorous monitoring of the 

Centre’s performance.  

• Although, there is an initiative to 

understand the Centre’s situation by 

the new management team, the BATC 

lacks a formal mechanism to ensure 

that self-evaluation is carried out 

rigorously, inclusively and 

periodically, and that the outcomes are 

used to inform quality improvement.  

• The Centre has high staff turn-over 

rates. At the time of this review visit, a 

number of positions were vacant. The 

roles and responsibilities of the 

management and staff are well defined; 

yet, due to limited staff members, the 

senior management is also involved in 

the day-to-day business of the Centre. 

This overloads the senior management 

and prevent them from fully assuming 

their strategic role at an overarching 

level.  

• Current full-time staff are qualified and 

have relevant experiences. They are 

inducted informally once they join and 

a brief checklist that identifies the items 

shared during this induction is 

maintained. Nonetheless, the Centre 

lacks written policies and procedures 

on recruitment requirements and 

selection criteria.  

• Internal and external lesson 

observation are performed regularly to 

monitor the quality of the training 

conducted. There is a proper policy and 

procedure for monitoring the 

performance of trainers; however, the 

forms filled during internal lesson 

observation are more of checklists. 

These are neither sufficiently detailed 

nor critical and do not clearly identify 

areas for development. Moreover, 

there is no evidence of these being 
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followed up to ensure continuous 

quality improvement. 

• The staff performance is monitored 

annually. Although the evaluation 

does not critically identify areas for 

improvement, BATC staff members are 

provided with relevant internal 

workshops to enhance their work 

experiences.   

• Considering the nature of the only 

course conducted and the current size 

of the Centre’s operations, learners’ 

achievement is appropriately 

monitored. The management team 

analyses the achievement data on a 

batch level and over batches. The 

analysed reports identify general 

recommendations; however, the 

outcomes of these analysis are not 

utilised to inform the strategic 

planning and there is no clear evidence 

that the stated recommendations are 

followed up to improve the provision. 

• Due to the absence of continuous self-

evaluation process to evaluate the 

implemented practices, BATC lacks 

integral systems to quality assure the 

provision. The Centre has an internal 

quality manual that was produced in 

the beginning of 2019 and includes 

relevant policies and procedures. 

Nonetheless, these are neither 

sufficiently detailed nor effectively 

implemented. Moreover, the manual is 

not comprehensive and does not cover 

all aspects of training and learning.  

• The Centre has a general policy on 

moderation and verification that 

focuses mainly on assessments. 

Moreover, the policy is not 

implemented effectively. While the 

assessment methods have been 

improved recently, the Centre lacks a 

rigorous internal verification system to 

ensure that all course components, 

particularly assessments, are 

efficiently, effectively and consistently 

delivered across different learners’ 

batches. 

• The learning environment is conducive 

with fit-for-purpose classrooms that 

are furnished well. Suitable health and 

safety policies and procedures are in 

place and a proper risk assessment has 

been carried out. The current trainer is 

certified as a first aider and all the 

training sessions have been held at 

BATC premises where essentials health 

and safety measures are in place. 

Moreover, health and safety 

instructions are shared with learners at 

the start of the course.  

• BATC maintains appropriate links 

with learners and stakeholders; their 

views are regularly collected and 

adequately analysed. The outcomes; 

however, are insufficiently utilised to 

inform decision-making and guide 

improvement plans and actions. 

• The Centre has a Board of Directors; 

however, there is no evidence that the 

Board assumes its role sufficiently to 

support the Centre and guide it 

strategically.   

 

 

 

 



 

BQA  

Review Report – Business Avenue Training Centre – 6-8 January 2020                                                                                13  

Areas for improvement 

• The strategic and operational plans. 

• The self-evaluation processes.   

• The quality assurance manual and its implementation.   

• Staff retention rate. 
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Appendix (1): Provider information 
 

Name of the 

provider (English) 

Business Avenue Training Centre W.L.L  

Name of the 

provider (Arabic) 

 مركز بزنس أفنيو للتدريب ذ.م.م 

Licensing body Ministry of Labour and Social Development  

Year of 

establishment  2013 

Age range of 

learners 19-45 

Number of learners  Male  103 Female 39 Total 142 

Learning areas 

Externally 

accredited  
• None   

Local 

achievement 
• Soft skills for workplace 

Local 

attendance  
• Soft skills for workplace  

Institution’s listing 

status  Not yet listed on the National Qualification Framework (NQF) 

 


