
   
 

1 
 1 

 

 

MAINTAIN AND IMPROVE INTERNAL QUALITY ASSURANCE 

 

 

Making internal quality assurance (IQA) decisions and providing feedback 
  

 This handout will cover:  

o Factors influencing decisions  

o Making a decision: observing practice  

o Making a decision: sampling work  

o Appeals  

o Feedback  

o Different feedback methods  

o Providing feedback  

  

  

Factors influencing decisions  
 

When conducting IQA activities, such as observing an assessor or sampling their decisions, you will 

need to make a valid judgment. This will be based upon your assessor’s performance towards the 

requirements of what is being/has been assessed. This might be a qualification, a set of standards 

or work tasks. You will also need to be aware of various internal and external factors which could 

impact upon your decisions.  

These could include:  

o assessment strategies and any particular requirements which must be met by learners. 

Have both you and the assessor interpreted these in the same way?  

  

o consistency between assessors and the support they give their learners. Also, are you 

being fair to all your assessors and making consistent decisions, or are you biased towards 

some more than others?  
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o the methods and types of assessment activities used. Have your assessors used 

appropriate or alternative methods, for example, asking oral questions rather than issuing 

written questions if necessary?  

  

o pressures e.g., targets and time. Do your assessors feel under pressure to pass learners 

who are borderline, perhaps due to funding measures, targets, inspectors, or employer 

expectations? Do you feel under pressure as the IQA i.e., by not having enough time to 

carry out your role?  

  

  

o risks e.g., cheating. Are any of your assessors’ experiencing problems or do they have any 

concerns (i.e., lack of access to their learners for assessment purposes, learner issues such 

as plagiarism)? Risk in this context relates to assessment risks, not health and safety risks.  

  

o trends e.g., if several learners have misunderstood something. Is there a pattern, i.e., are 

most learners making the same mistakes? If so, it could be that the assessor has 

misunderstood something. If this is the case, you could summarise the trends and discuss 

them with your assessors at the next standardisation meeting. You could also discuss 

aspects of good practice to further their development. You may have to widen your 

sample if you find a trend or pattern.  

  

  

o the records the assessor has completed. You could compare assessment records across all 

assessors. Are some being more thorough with their planning and feedback than others? If 

so, you could hold a standardisation activity based on this to ensure consistency of 

practice. 

  

  

  

 Making a decision: observing practice  

 

A good way of ensuring your assessors is performing adequately is to see them in action. Not only 

will this give you the opportunity to see them making assessment decisions, but you will also be 

able to talk to their learner/s afterwards. Referring to a checklist of points which you have created 

will help to ensure you remain objective. When arranging to carry out an observation, you will 

need to make sure the learner is aware that you are not observing them, but their assessor.  

Your assessor, and indeed their learner, might be nervous about being observed. Try to help them 

relax and explain you are there to help and support them, not to be critical of them. You will need 

to check your assessor is performing their job role correctly and making valid and reliable 

assessment decisions. You will so need to see that the area is safe and that any resources used are 

appropriate.  

After observing your assessor, it is an ideal time to talk to their learner and gain feedback 

regarding the assessment process. A checklist can be used for this purpose too. Always give the 

learner the opportunity to ask you any questions and to discuss any aspects of the assessment and 
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IQA process with you. Do not be tempted to tell them anything about their assessor’s practice or 

make excuses for any problems you have found. You can then provide feedback to your assessor 

away from their learner. This should take place as soon as possible after the observation and in an 

appropriate location.  

  

  

Making a decision: sampling work 
 

 An excellent way of monitoring assessor practice and their decisions is to sample the work they 

have assessed from their learners. Your plan will show what you will sample, from whom and 

when. This should be on an interim and summative basis; interim is part way through the learner’s 

progress and summative is at the completion stage.  

If a problem is identified at the interim stage, there is a chance to put it right. Interim sampling 

can look at aspects of assessment and learner evidence. Summative sampling can check the full 

assessment process has been completed successfully and that all documents are signed and dated 

correctly.  

As an IQA, you are not re-assessing or re-marking learners’ work, but making a decision as to 

whether the assessment process was fair, safe, and ethical. 

Fair – the assessment type was appropriate to all learners at the required level, is inclusive, i.e., 

available to all, and differentiates for any particular needs.  

Safe - the methods used were ethical, the work can be confirmed as authentic, confidentiality was 

taken into account, learning and assessment was not compromised in any way, nor was the 

learner’s experience or potential to achieve (safe in this context does not relate to health and 

safety).  

Ethical – the assessment took into account confidentiality, integrity, safety, security, and learner 

welfare.  

  

You will need to check that:  

✓ An appropriate assessment plan was agreed with the learner prior to assessment  

✓ The learner has met the relevant aspects or criteria  

✓ Developmental feedback has been provided by the assessor to the learner  

✓ All assessment records have been completed correctly and maintained independently 

from the learner’s work (copies may be given to the learner).  

  

You might agree with your assessor, in which case you can provide feedback as to what they have 

done well. You might agree but feel your assessor could have given more developmental feedback 

to their learner, therefore you will need to inform them how. You might disagree; therefore, you 

should provide feedback explaining what the assessor needs to do now, along with what their 

learner will need to do.  

Assessors should never do any work for their learners but help them see how they can achieve it 

for themselves. You might decide to sample more work from an assessor whose work you have 

returned, to see if it was a one off, or to see if the same issue has occurred with their other 

learners.  
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If you find that other assessors are having the same problems with a particular aspect, you could 

discuss it with all the assessors to help standardise their interpretation of the requirements. 

Otherwise, the learners might be disadvantaged due to no fault of their own.  

When sampling work, you must complete a report of what you have reviewed and add the date to 

the sampling plan and tracking sheet. Make sure you keep a note on your report of anything you 

have asked your assessor to do, so that you can follow it up by the agreed target date. Always 

update your records to reflect what was sampled and when, and when any action points have 

been met. A clear audit trail of all IQA activities must be maintained to assist compliance and 

transparency. It also helps in the event of an appeal or a complaint by a learner or an assessor.  

Reviewing all the assessment documentation and learner evidence will help you gain a clear 

picture of learner progress and achievement. If witnesses are used, you should contact a sample 

of them to confirm their authenticity and that they understand what their role involves. If the 

assessment process relies heavily on the use of witness testimonies as evidence, then you will  

need to carry out adequate training and provide support to the witnesses.  

You should compare different assessors’ records to ensure they are completing them in a 

standardised way. Some assessors might be very brief with their comments and others quite 

comprehensive. If this is the case, then the assessor who only writes brief comments might not be 

fully supporting their learner. You could take copies of some records, remove the names, and then 

use them during a standardisation meeting to agree a consistent approach. 

 Because you are only sampling aspects of the assessment process, there will be some areas that 

get missed. This is a risk as you cannot sample everything from everyone. You will need to build up 

your confidence in your assessors, if you find a problem when sampling, or have any concerns, you 

will need to increase your sample size. Conversely, you could reduce the sample size for your 

experienced assessors. However, you should never assume everything is fine, as experienced 

assessors could become complacent.  

If all assessors know what you will be sampling and when, they might not be as thorough with the 

areas you are not due to sample. You can always carry out an additional random sample at any 

time and ask to see an aspect of assessor practice which is not on your original plans.  

After a period of sampling, you should analyse your findings and provide overall feedback to all 

your assessors, perhaps at the next team meeting. You might have found patterns or trends, for 

example, all assessors are making the same mistake due to misinterpreting something. You might 

see that one assessor is taking more time than others to assess their learners, or that several of 

their learners have left. Conversely, you might find another assessor whose learners are 

completing really quickly and you will need to find out why.  

 

 

 

ou will need to check that:  

✓ An appropriate assessment plan was agreed with the learner prior to assessment  

✓ The learner has met the relevant aspects or criteria  

✓ Developmental feedback has been provided by the assessor to the learner  

✓ All assessment records have been completed correctly and maintained independently 

from the learner’s work (copies may be given to the learner). 
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Appeals 
 

 Learners are entitled to make an appeal against a decision an assessor has made if they feel this is 

justifiable. An appeals procedure is a requirement by awarding organisations if you offer their 

qualifications. A learner might appeal because they think that:  

o they have met all the requirements when they have not  

o another learner achieved when they did not, yet they both did the same amount of work  

o the assessor made a mistake  

o the assessor was being subjective rather than objective (i.e., because they liked a 

particular learner more than another). 

  

 Learners will need to know who they can go to with their complaint and know that their issue will 

be followed up. Usually, an appeals process is four stages: assessor; IQA; manager; EQA (if 

applicable). As an IQA, it might be your role to monitor appeals from learners and it could be that 

as the second stage in the appeals process, you will need to make a decision as to uphold or not 

the learner’s appeal. Prior to this, you could ask another assessor to reassess the work if possible. 

If you do not uphold the decision, it will then escalate to the next stage, i.e., your manager. The 

manager’s decision could be final, or if the qualification is externally quality assured, it might then 

escalate to the EQA, whose decision should then be final. The nature of the appeal can be used to 

inform future practice to prevent further appeals. 

 Assessors are entitled to make an appeal against a decision you have made. Do not take this 

personally but remain objective. Another IQA could review your decision to see if they agree with 

you or the assessor. 

  

  

Feedback 
 

 Feedback to your assessors should be regarding the assessment process and not be critical of 

them as a person. It should be used to confirm competence, motivate, and encourage rather than 

apportion blame for any reason. It should be to help your assessor develop their assessment 

practice, and to maintain and improve the quality of the assessment process for their learners.  

You should provide verbal feedback to your assessors whenever you get the opportunity. Formal 

feedback could be given after an observation of their practice or after sampling their assessed 

work. This should always be followed up with written feedback Informal feedback can be given at 

any time to help confirm your assessor’s practice and development. It can enable your assessor to 

see what they are doing right and what they can do to improve. 

 Formal feedback should be provided at an appropriate date, time, and place, and in a 

constructive and development manner. Always remember that it is unprofessional to provide 

feedback to an assessor in front of their learners. You should give your assessor a copy of any 

report or checklist you have completed. This acts as a formal record of feedback and any action 

required, which you should then follow up. 

  

 The advantages of providing feedback are:  
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o it creates opportunities for clarification, discussion, and progression  

o it emphasises progress rather than failure  

o it can boost your assessor’s confidence and motivation  

o it identifies further learning opportunities or actions required.  

  

  

  

Different feedback methods  
 

These include: 

Descriptive – describes examples of what could be improved and why and is usually formal. Using 

this method lets you describe what your assessor has done and what they can do to progress or 

improve further.  

Evaluative – usually just a statement such as well-done or good. This method does not offer 

helpful or constructive advice and is usually informal. It does not give assessors the opportunity to 

know what was done well or how they could improve. 

Constructive – is specific and focused to confirm your assessor’s achievement or to give 

developmental points in a positive and helpful way.  

Destructive – relates to improvements which are needed and is often given in a negative way 

which could demoralise your assessor.  

Objective – clearly relates to specific requirements and is factual regarding what has and has not 

been done. Subjective – is often just a personal opinion and can be biased, for example, if the IQA 

and assessor are friends.  

  

Providing feedback  
 

When providing feedback to an assessor, it is good practice to ask them how they feel they have 

done first, before providing feedback to them, particularly after an observation of practice. This 

gives them the opportunity to identify their mistakes (if any). A discussion can then take place. It 

might take some practice to develop a feedback style which suits you and your assessors.  

  

When providing feedback, always try to:  

  

o be honest, unambiguous, factual, constructive, and detailed  

o base decisions on facts not opinions  

o keep focussed on the activity not the person  

o state what was good and/or what needs to be changed  

o identify strengths and limitations  

o be positive and developmental, focussing on how your assessor can improve  

o ask questions to check they understand what you have said  

o document what has been said by keeping records (manually or electronically).  

  

Keeping records ensures an audit trail of activities is in place to meet internal and external 

requirements. 
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