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Introduction
It is widely accepted that information, advice and guidance (IAG) services have a crucial role to play in supporting learners in Further Education; helping individuals to address and overcome barriers to learning and supporting them in making realistic and well-informed choices about their next steps. With the introduction of Ofsted’s Education Inspection Framework in 2019, there came a renewed focus on providers knowing where learners are going and preparing them for their next steps e.g., “Learners are being prepared for their next stage of education, training or employment at each stage of their learning. Inspectors will consider whether learners are ready for their next steps. Inspectors will also consider whether learners are ready for the next stage and are going to appropriate, high-quality destinations.”[footnoteRef:1] [1:  Impact 245. of Further Education and Skills Handbook (updated Aug 2021) Further education and skills inspection handbook - GOV.UK (www.gov.uk)] 


As the world has become increasingly digitised, and with so many learners engaging with online provision due to the Covid-19 pandemic, providers have had to look for innovative ways to continue to provide high-quality IAG across their provision. This research group was therefore tasked with: 
outlining how digital technology can be used to upskill staff to improve their delivery of information, advice and guidance.
recognising and evaluating ways the use of technology will improve the delivery of information, advice, and guidance.
This report reflects the research, ideas and experiences of a range of practitioners from a wide variety of providers. It is designed to support self-assessment of current IAG practices by providing case studies and examples of best practice in terms of how digital technology can enhance and improve the delivery of IAG.
Research
The research group was made up of 16 participants from 8 different partners[footnoteRef:2], working within two sub-groups: 1. IAG at the start of the learner journey and 2. IAG embedded throughout the course and next steps. Each sub-group carried out research to address the following key questions:  [2:  Appendix 1 ] 

A: Case studies. What is being used in your provision?  Does it work?  What are the pros and cons? 
B: What else is out there?  Are there any new/ innovative ideas/ tools which could improve IAG?
Research and findings were then presented by each group at the end of the project, followed by group discussions to draw conclusions about best practice in using digital technologies to improve the delivery of IAG.
Findings

Challenges and barriers

Initial discussions and sharing of experiences highlighted several challenges which providers face when delivering IAG:
Accessibility for learners - Low-level learners may find IAG information difficult to access due to low-literacy levels
Learner anxiety - Some IAG material is not learner friendly and can be overwhelming for learners. Lack of confidence can prevent some learners sharing their goals.
Signposting - Tutors/ LSAs may not know where to signpost learners.


Case Studies[footnoteRef:3] [3:  See Appendix 1 for PowerPoint presentation of IAG research] 


	Case Study 1 - Mentoring[footnoteRef:4] [4:  See Appendix 1 Slides 3-6 for more information.] 


	Overview and context
	Wiltshire, who are a small provision with 6 tutors, have been using an IAG mentoring system for several months. A learner is allocated an IAG mentor (a tutor) at enrolment. They then meet regularly on Teams for mentoring sessions. This mentor stays with them throughout their learner journey.

	Benefits
	Support. It builds good relationships and learners feel supported. There is clarity and consistency for learners.
Destination. Learners are more likely to respond to their mentor with regards to their progression and actual destination data after they’ve left.
Central. IAG for each learner is in one place for all tutors to access, regardless of the course.
Bespoke. Sessions can be bespoke, personal and creative e.g., interview techniques

	Points to consider
	Logistics. Time management/ working hours of staff to cover the mentor hours might not be sustainable if staff are not full time or only work when teaching e.g., sessional staff. 
Provision. Would this process be suitable/ practical in a larger organisation with hundreds of learners and tutors?
Initial set up.  Changing processes takes time and tutors may need IAG training. 
Allocation. Learners need to be allocated carefully so that tutors have an even workload. 
Tutor buy-in. All tutors need to be on board and engaged, otherwise there will be an inconsistent experience for the learner.

	Evaluation
	A dedicated IAG mentor, supporting learners through online sessions throughout their learner journey, is a supportive, consistent, and bespoke tool and is working extremely well in Wiltshire. Recommendations are that it could work well in other similar sized providers, but the process would need adapting for larger provisions.




	Case Study 2 - Learner IAG Profile[footnoteRef:5] [5:  See Appendix 2 for a completed example Learner IAG profile form] 


	Overview and context
	North Lincolnshire are currently working on the development of a single Learner IAG profile for each learner which would record all IAG and learner goals in one place and can be added to and amended throughout the learner journey. 

	Benefits
	Avoids duplication. Learners do not need to repeat the same plan with several different tutors.
Consistency. Each service within the provider is aware of the overall goal for the learner e.g., enrolment team and National Careers service.
Collaborative. Different/ contradictory IAG advice is not given by different staff i.e. a tutor would be aware of any previous advice that had been given if a student asked them for support and can provide relevant IAG in regards to their goal already in place from the previous classes.
Accessibility. Tutors can access IAG information whenever needed and access arrangements / support can be added for all relevant staff to see, saving duplication. Learners are able to revisit the guidance at any point to change goals or review advice.
Overview. It records the learner’s ultimate goal, outlining stepping-stones as to how to get there.


	Points to consider
	Access. If this is used by a larger provider with different centre locations, where would this be saved for all staff/services/tutors to access?
Confidentially and GDPR. How could you ensure confidentiality and protection of data?
Digital access. Learners would need access to a computer/ tablet to be able to view and edit where necessary.
Profile template. Depending on the type or length of course, the template may need amending.


	Evaluation
	Still in development and not a working case study yet.  Has a lot of potential, particularly the overview sheet[footnoteRef:6] which enables a learner to see the bigger picture and personal goal and can be updated throughout the learner journey keeping them on track for their next steps. [6:  See page 2 of Appendix 2 for an Overview sheet as part of the Learner IAG profile.] 





	Case Study 3 - Hubspot[footnoteRef:7] [7:  See Appendix 1 Slides 11-16 for more detail.] 


	Overview and context
	A Customer Relationship Management (CRM) system, originally designed as a marketing tool but adopted by ‘Best Practice People’ (Central Bedfordshire) as a way of managing the learner journey, including IAG and RARPAP[footnoteRef:8] from start to finish, creating online learner profiles which outline training goals and objectives. [8:  Recognising and recording progress, achievement and progression] 



	Benefits
	Bespoke. Forms can be created for each course and give an in-depth understanding of each learner.
Confidentiality. Anonymous forms and polls allow learners with anxiety or barriers to learning to communicate their goals in a safe and supportive way.
Overview. Gives tutors a better understanding of the class profile
A learning experience which can equal to all learners
Convenience. HubSpot can manage everything from start to finish. It gives learners the ability to communicate any issues on course.
Cost. The software is free for the initial version and is easy to use.
Tracking. A real-time update on progression so support can be given if necessary. 

	Points to consider
	Case study What are the experiences of authorities and institutions using a CRM such as HubSpot?
Existing CRM. 
Current IT. If Hubspot was adopted as a CRM tool, would existing IT platforms or CRM tools link in with HubSpot or would they be replaced by it? There can be a lack of integration with other tools.
Training. Implementation and training requirements would need to be considered for the successful set up of HubSpot,
Cost. The cost of HubSpot can escalate depending on the number of contacts and therefore could be prohibitive for some organisations. 
Staff hours. Tutors or mangers need to monitor and manage Hubspot, using the data to support learners.


	Evaluation
	This is working very successfully at ‘Best Practice People’ and is recommended in principle, as it is a single system which can be used to cover many aspects of IAG and RARPA.  However, cost and staffing need to be considered for larger organisations.





	Case Study 4 - Video stories

	Overview and context
	A number of providers, including Norfolk and Buckinghamshire, have used videos of learners talking about their learner journeys and achievements as a way of delivering IAG digitally.

	Benefits
	Engaging. Content can be inspiring, aspirational and personal. Learners can relate to other learner stories.
Accessible. Learner videos are accessible to all learners, including those with low literacy skills, with visual/ hearing impairments, with mental health problems such as anxiety and low self-esteem and those with attention span disorders.
Flexibility. Video links can be shared with external partners, tutors, added to websites/ intranets, and used as promotional material.
Sustainable. No paper to print.
Sharing. Videos can be shared by learners through platforms such as WhatsApp, Google Classroom and Teams.

	Points to consider
	Length. Not too long.
Consent. Learners need to give consent for the video to be made and shared.
Sharing. Concerns were raised regarding controlling content on certain platforms and it was felt that internal platforms such as Microsoft Teams posts would be easier to manage. 

	Evaluation
	Recommended.  Learner videos are an accessible and engaging way of delivering IAG through aspirational and real-life learner stories.




	Case Study 5 - Learner Intranet & Next Steps

	Overview and context
	Buckinghamshire Adult Learning launched a Learner Intranet with Next Steps pages during lockdown as a digital replacement for noticeboards and next steps information.[footnoteRef:9] [9:  See Appendix 1 and link: https://learner.adultlearningbc.ac.uk/ ​for more information] 


	See
	Bespoke. Content can be adapted for specific subject areas.
Education. Can signpost internally to the provider's own wider programmes and to other local providers.
Local community. Can include links to local charities and organisations. 
Employment. Can include local labour markets responding to local and national priorities. 
Aspiration. Can include case studies of previous learners’ next steps and achievements e.g., videos, work, photos, quotes.
Navigation. All relevant information in one place, with easy navigation. Updated in one place with links which can be shared.
Accessible. Learner friendly e.g., ESOL pages may have less text, graded language and more images.
Flexible. Can be shared on screen in tutorials/ class, printed off, or accessed by the learner online 24/7.
Free. Set up on Google Sites under ‘Workspace Fundamentals’, which is free.

	Points to consider
	Resources. Providers could be limited if a learner intranet is not an option. An alternative option is to add a next steps pages to the current website.
Cost. Creating and maintaining a learner intranet could be expensive if not using Google or without IT support.  
Update. Information needs to be updated regularly and IAG staff informed.
Digital skills. Learners without digital skills will need support and guidance.

	Evaluation
	Recommended. Addresses challenges of learner accessibility and signposting through bespoke, flexible and engaging content.


Conclusion
In conclusion, there is a wide range of digital technologies and tools which can be used to improve the delivery of information, advice, and guidance. However, the most relevant, suitable or effective technologies for an individual provider will depend on many factors including the size of provision and types of learners. Consequently, it is for providers to choose the most suitable digital technologies to effectively enhance their specific IAG services.  However, regardless of which digital tools are chosen, this project has highlighted that IAG should always aim to be:
up-to-date,
accessible to all,
unbiased,
sustainable, 
engaging,
learner-friendly,
aspirational,
informative,
streamlined,
allowing all learners to take ownership and make well-informed choices about their next steps.
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