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Introduction
Congratulations on being accepted on to the ‘Introduction to Advocacy’ course offered and certified by The Social and Health Education Project (SHEP).  
SHEP is a values-led community-based, not-for-profit training and development organisation that works together with individuals and communities to develop capacities for positive change, to enhance health and well-being and to promote social justice. 
We have been a pioneer in Ireland in the use of structured experiential training and participatory group work. A comprehensive core training programme based on this approach is offered by SHEP.
This handbook is an important resource for all Learners pursuing training with SHEP and we recommend all learners to study it carefully.
More information on SHEP and the full range of SHEP courses is available on our website www.socialandhealth.com
Good luck with your studies!
Jim Sheehan
Director
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1.	SHEP’s Learner Charter
Our Training Mission Statement
SHEP is a values-led organisation that provides quality education and training, based on experiential approaches and underpinned by humanistic philosophy and theory, to support empowerment and appropriate self-acceptance, to enhance health and well-being and to promote social justice.  


Our Values
Our core values are respect, equality, empowerment, honesty, acceptance, initiative, creativity and compassion. Our education and training programme is informed by our belief in:
· The intelligence, capabilities and creativity of each person.
· The reality of human struggles and vulnerabilities.
· The importance of building good relationships and making heart connections.
· The interdependence of personal well-being and community well-being.
· Social justice.

Our education and training programme is also based on our commitment to:
· Working in empowering ways. 
· Promoting inclusiveness and opposing unjust discrimination.
· Facilitating reflective inclusive spaces.
· Working in ways which promote the integrity of the natural environment.
· Being flexible and responsive to emerging needs.



In SHEP you can expect:
· A caring and supportive atmosphere providing a safe and pleasant place to learn.
· A quality service which is open and promotes learning for all.
· Friendly and helpful staff, trainers and tutors who will treat you with dignity and respect.
· Quality facilitation and/or teaching from well-trained and suitably qualified staff, trainers and tutors.
· Accurate and accessible information about our courses and services.
· Easy and accessible enrolment procedures.
· The guaranteed delivery of your course, once the course has commenced.
· Classes to start and end on time.
· Notification at the earliest opportunity of any re-scheduling, postponement or cancellation of classes.
· Learning materials that are relevant and appropriate.
· Confidentiality, when appropriate, in your dealings with staff, trainers or tutors in accordance with Project policies.
· That staff, trainers and tutors will respond as quickly as possible to any difficulties you communicate to us.
· To be kept informed about developments in the project that may affect you.
· For assessed courses, course work marked and feedback given within three weeks of the agreed date for handing in the assignments.

· A SHEP Certificate of participation, where attendance is over 80%.




2.	Our expectations of Learners


As the Learner we expect you to:
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· Treat other learners and trainers with respect, courtesy and consideration.

· Attend your course as best as possible and at least meet the minimum attendance requirements (80%).

· Be on time for sessions.

· Participate as fully as possible in the training.

· Attend the course sessions whilst not under the influence of alcohol and/or drugs.

· Let us know if you are having difficulty with the course.

· Switch off mobile phones whilst you are in training.

· Let us know if you are going to be absent.

· Pay your fees promptly or in accordance with the agreed payment plan.

· For courses with assignments, complete course work within the agreed timescale.

· For courses which are assessed, familiarise yourself with assessment regulations and procedures.  

· Treat equipment, furniture and buildings with care.

· Give the trainer constructive feedback on your course.

· Complete any learner surveys we conduct.



3.	About SHEP

The Social and Health Education Project (SHEP) is a unique, values-led community-based organisation. Our mission is to work together with individuals and communities to develop capacities for positive change, to enhance health and well-being and to promote social justice. Since its establishment in 1974 the project has been associated with experiential learning and participatory group work. The project has grown considerably over the years and now works in Cork, Kerry, Limerick and Waterford. The Project has eleven areas of work, as follows:

· Personal Development Training

· Social Awareness and Community Empowerment Training

· Training of facilitators to work in the community

· Additional Accredited Training

· Community Education for Health and Wellbeing

· Low cost counselling

· Advocacy with marginalised people and groups

· Supporting Communities, Groups and Organisations

· International Learning Partnership

· Influencing Policy and Participation

· Earth Aware

SHEP is funded by a number of government bodies, and our core funder is the Health Service Executive.



4.	SHEP Training Programme Equality Statement
The Social and Health Education Project will respect at all times the dignity and equality of all persons and will endeavour to always be an inclusive, welcoming training project which embraces diversity.
SHEP will treat all our learners equally, regardless of gender, marital status, family status, sexual orientation, religion, age, disability, race, or membership of the Traveller community. 
We do this by complying with the Equality Legislation, and by promoting within the project an environment where racism, sexism and all other forms of discrimination are unacceptable and seen to be unacceptable. 
SHEP will also develop policies, programmes, curricula, practices and traditions that facilitate Learners’ free, safe and full participation in the project. SHEP also operates a number of supports, including concessionary rates (where possible) and reasonable accommodation for people with disabilities, to promote equality of access.
*SHEP also has an organisation-wide Equality Statement.

5.	Getting the most out of your course

Here is some advice for you to make the most of your course and to be successful.
· Keep a learning journal.
· Participate! You will enjoy it more when you get involved.
· Ask questions!
· Know your course – if you are familiar with the course description you will understand what the trainer is doing.
· Know the specific learning outcomes, as this is what is going to be assessed.
· Know what’s involved in the assessment – get clear on what is required and when.
· Use the trainers’ feedback to improve your work.




6.	Writing & Study Skills


Study Skills
Some SHEP courses offer study skills sessions when required. In order to get the most from your course, reading around the topics will help you in your learning.  Reading references and website links will be provided on some courses.
Please do speak with trainers and/or Course Coordinator if you wish to discuss writing and study skills.
The NUIM resource link below may be helpful.
http://mural.maynoothuniversity.ie/1077/1/Intro_Module_Unit2_Study_Skills%5B1%5D.pdf
© Copyright National University of Ireland Maynooth (2006)
Referencing for this course - Where referencing is used or required, the Harvard referencing system is to be used by learners in assignments for this course. The link below gives details.
https://www.tcd.ie/library/support/subjects/nursing-midwifery/assets/Harvard%20Ref%20System%202015-2016.pdf


7.	Health and Safety
SHEP is committed to assuring that all programmes, assessments and related services are delivered in accordance with current Health & Safety legislation.
SHEP has prepared a Safety Statement for each of SHEP’s own training venues and this is on display in each Training Centre.
Where the course is delivered in rented or other facilities SHEP will request that the owner meets Health & Safety requirements.
At the commencement of each course learners are advised of all health and safety matters by the course Coordinator/Course trainer(s). Learners are briefed on evacuation and other safety related procedures. 

As Learners in SHEP we require you:
· Take reasonable care to protect your own safety, health and welfare and that of any other person who may be affected by your actions. 

· Familiarise yourself with the location of exits, fire extinguishers, and first aid.

· Not be under the influence of alcohol, drugs, or a combination of alcohol and drugs to the extent that you are likely to endanger your own safety, health or welfare or that of any other person.

· Not engage in improper conduct or other behaviour such as violence, bullying or horseplay, which could endanger another person or his or her safety, health and welfare.

· Report all accidents and incidents.

· Report to the Course Trainer any hazard which comes to your attention which would endanger the safety and health of you or any other learner or person using the Training Centre.



9.	Entry Requirements 

The entry requirements for each course are set out in the course brochure,

Those who have completed SHEP’s Foundation courses (the Certificate in Personal Development and/or SHEP’s Certificate in Social Awareness and Community Empowerment) will be at an advantage. Candidates will be shortlisted and all shortlisted candidates will be required to attend for an interview. Being called for interview does not guarantee an offer of a place on the course.

What is the required fluency in skills such as literacy/ numeracy /interpersonal skills?
Learners entering courses requiring formal assessment can usually fluently read, draft, prepare and understand complex information, including quantitative information, that is personally relevant and reflecting a broad knowledge base. For example, this might include text and other information relating to abstract theoretical ideas, concerns or procedures, such as local planning concerns in relation to broader spatial strategy, political issues in relation to particular agenda, budget plans/specifications.

How much independent learning activity will normally be required?
Learners can decide for themselves how much they want to give to self-directed learning. However, in order to meaningfully engage with the course materials we do expect learners to give at least 2-3 hours per week to reading and reflection.

What particular resources are required for successful participation?

Learners on some courses will have to have access to a computer and the internet.
Hand-outs and some reading materials will be provided by trainers. A list of recommended and supplementary reading material will be provided by the Course Coordinator. 




10. Supports for Learners with Additional Needs

In accordance with the Equal Status Act, 2000 to 2004, SHEP is committed to ensuring that selection procedures, entry requirements for courses as well as course content, delivery and assessment are adapted to facilitate Learners with a disability or Learners in need of special consideration (see section 14 below, for more details on special arrangements for assessment).

Please contact the Course Coordinator as early as possible to discuss how we can assist you.









11. Payments of Fees
All learners participating on a SHEP course are required to pay fees. A concessionary rate may have been awarded in some cases.
An application cannot be accepted without the deposit first being paid.  
The balance may be paid in one single payment or a payment plan can be agreed to spread the payments over a number of months. This can be arranged with the Financial Administrator, Helen Godsell (helen.godsell@socialandhealth.com).
The Project understands that from time to time a learner may experience difficulties with the payment of fees. The Project will be as supportive as possible and will make every reasonable effort to accommodate learners with financial difficulties, but it is essential for the Learner to contact either the Financial Administrator or the Director in confidence so that a suitable arrangement can be put in place.
A student who has not paid for his/her course in full will not be recognised for assessment purposes.

12.	Recognition of Prior Learning (RPL)
SHEP recognizes that adults applying for courses offered by SHEP bring with them a wealth of life experience and sometimes also certified learning. Recognition of Prior Learning (RPL) is an important element of European Union (EU) policy for widening access to qualifications, and supporting lifelong learning. SHEP is committed to supporting RPL.  SHEP has a proven track record in facilitating adults through experiential learning. This is a core approach used and it has important implications. 
SHEP has always considered applications from potential learners, interested in the Core Training Programme, to take into account their prior learning. When appropriate, applicants are allowed entry to higher level courses on the SHEP Core Training Programme. It is important to note that the project requires applicants to show that the level of experience is equivalent, not just that the learning outcomes are the same.
It is the Project’s view that all learners will undertake all parts of each course/module – that exemptions are not provided. This is because the project sees the group experience as a key part of the learning process. Where appropriate, SHEP staff will support learners to take up courses with the project or elsewhere, which build on their experiential learning with the Project. In order to facilitate such progression, the project encourages learners to develop a portfolio of learning. Application forms for courses are designed so that information can be obtained on each Learner’s
(i) Experiential learning, (RPEL).  
(ii) And where relevant, prior certified learning (RPCL)
Where possible, exemptions will be offered to candidates where their certified learning equates to part or all of the learning outcomes of the module for which they are applying. 
Course Coordinators will assist learners in assessing the status of their prior certified learning in relation to the course applied for.


13.	Overview of SHEP’s Training Programme
‘The main thing you need to train with SHEP is a willingness to draw on your own experience of life.’
The Social and Health Education Project’s Core Training Programme comprises four main elements:  (i)  Foundation-level Training, (ii) Introductory Facilitation Training, (iii) Specialised Practitioner Training,  and  (iv) Continuing Personal Development. There is a clear progression route within the programme from entry-level foundation training to facilitation skills training and then to specialised facilitator training. 
· There are two, separate Foundation Courses in SHEP. These are SHEP’s Certificate in Personal Development and SHEP’s Certificate in Social Awareness and Community Empowerment.

· Completion of SHEP’s two Foundation Courses, or their equivalent, is required for entry to SHEP’s Certificate in Facilitation.

· Completion of SHEP’s two Foundation Courses, or their equivalent, is required for entry to SHEP’s Certificate in Continuing Personal Development.

· Completion of SHEP’s two Foundation Courses and SHEP’s Certificate in Facilitation, or their equivalent, is required for entry to SHEP’s Practitioner Training for Community Tutors and Community Facilitators.

·  Applicants for the UCC Diploma in Social and Psychological Health Studies should be practitioners in personal and social development (or both) and have undertaken practice-oriented training. Those who have completed Facilitation Training or Practitioner Training with SHEP will be at an advantage.

·  The On-going Development Programme and the Continuing Practitioner Development are a complement to SHEP’s core training programme. 

‘SHEP pioneered the use in Ireland of structured experiential training and participatory group work.’


Foundation Courses

There are two, separate Foundation Courses in SHEP. These are SHEP’s Certificate in Personal Development and SHEP’s Certificate in Social Awareness and Community Empowerment. In both of these courses extensive use is made of experiential participatory group-work for the purposes of awareness-raising, values-clarification, interpersonal skills development and the development of capacity for effective citizen participation. In the SHEP Certificate in Personal Development course particular emphasis is laid on personal awareness and development.  In SHEP’s Certificate in Social Awareness and Community Empowerment this emphasis is extended to encompass the development of personal effectiveness in collective settings.   The general focus of the foundation training is on enabling participants to develop a capacity for personal effectiveness through their decision-making and action in both private and public spheres.  
 
Those who have completed both SHEP’S foundation courses who wish to take more time to work on their own growth and development may apply for a place on SHEP’s Certificate in Continuing Personal Development. This year long course is offered as a supplementary element of the project’s Foundation Training  

Introductory Facilitation Training
The introductory phase of training as a facilitator with SHEP is participation on SHEP’s Certificate in Facilitation. This is a year-long, part-time, initial training course in facilitation through which participants are supported to develop competencies for facilitating in a range of settings.  The focus of the course is on enabling participants to develop a capacity for engaging with others in a facilitative way, such that their personal effectiveness is enhanced. Experiential methods are combined with the formal teaching of defined knowledge components to equip participants with the generic skills of group facilitation. Completion of both SHEP’s Foundation courses is normally a prerequisite to commence facilitation training with the Project.

Specialised Practitioner Training
SHEP offers a range of specialised practitioner training courses to those who have completed SHEP Certificate in Facilitation through which participants are prepared to apply their facilitation skills in specific settings. These are i) ‘Specialised Tutor Training’ courses which prepare people to work as Community Tutors, facilitating groups through SHEP’s Community Education Programme, ii) Independent Advocacy Facilitation Training and iii) Community Facilitator Training which, it is envisaged, will prepare people to work as volunteer facilitators in communities and with voluntary groups. This model of facilitation and practitioner training for community health and well-being is unique in Ireland.


On-going Development Programme

Each year SHEP offers a spring and autumn programme of short training courses and workshops intended for core training course participants and specialised practitioners.  These offer further opportunities for personal development work, for development of social awareness and understanding of social justice, and for the refreshment or enhancement of facilitation skills.  

‘The level of satisfaction is consistently high. SHEP seems to have identified a real need within a sector of the community and is meeting that need to a high degree.’  
Kearney & Associates 2011

Communications
SHEP will promote and ensure regular and effective communication at all levels of the project. 
SHEP will provide relevant, accurate and up-to-date information and guidance about our programmes of education and training so that learners and potential learners can make informed choices and so that staff, trainers and tutors can be fully effective, 
SHEP will use formats of communication which are accessible and which take into account the diversity of learners accessing our programmes of education and training.
In addition to communicating with staff, trainers, tutors and learners, SHEP will communicate with external stakeholders, as appropriate, as part of our commitment to transparency and accountability.
SHEP will encourage learners, staff, trainers, tutors and other stakeholders to contribute feedback and suggestions for the improvement of our programmes of education and training.


Equality
SHEP will respect at all times the dignity and equality of all persons. 
SHEP will provide an environment that ensures equality of treatment for all our Learners regardless of gender, marital status, family status, sexual orientation, religion, age, disability, race, or membership of the Traveller community.
SHEP will comply with the requirements of the Equal Status Acts 2000 and 2004, the Employment Equality Acts 1998 and 2004 in relation to equality in employment, service provision and anti-harassment. 
SHEP will promote within the project an environment where racism, sexism and all other forms of discrimination are unacceptable and seen to be unacceptable. 
SHEP will develop policies, programmes, curricula, practices and traditions that facilitate individuals’ safe and full participation.
SHEP will promote an awareness of best practice through providing on-going training.
SHEP will regularly audit our training project operations for compliance with good practice in equality and diversity and plan for improvement to our practices.



Staff Recruitment & Development
SHEP recognises the importance of recruiting qualified, professional staff and trainers to ensure provision of a quality service to its learners.
SHEP will attract, select and appoint the best candidates through fair and transparent processes.
SHEP will ensure that all SHEP staff members will be well-matched to roles and have clear job descriptions.
SHEP will provide appropriate supports to all staff, trainers and tutors.
SHEP will ensure that staff, trainer and tutor development needs are regularly reviewed.
SHEP will arrange in so far as possible, appropriate further training and/or continuous professional development for staff, trainers and tutors. 


Access, Transfer & Progression
SHEP will facilitate access, support transfer and promote progression for the diversity of Learners recognised in the Equal Status Acts 2000 and 2004, to enhance their educational opportunities. 
SHEP will provide potential Learners with appropriate, accurate and up-to-date information, in a suitable format, to make informed choices regarding programmes of education and training and progression options.
SHEP will treat equally all those seeking to enrol in our programmes of education and training in accordance with both course admission requirements and existing legislation.
SHEP will recognise a Learner’s prior learning which may have been acquired through formal, non-formal, or informal routes
SHEP will provide necessary supports, within reason, to enable Learners to successfully participate in courses.
SHEP will support Learners to progress from one programme to another where possible, or to transfer to other programmes within the Project, or elsewhere, where appropriate.


Programme Development, Delivery & Review
SHEP will design and develop programmes of education and training based on social, personal and health education needs at local and regional level.
SHEP will deliver SHEP certified education and training programmes in a way that will meet the identified needs of learners and in accordance with best practice.
SHEP will review and evaluate our programmes of education and training to achieve excellence in programme development and delivery, with all stakeholders contributing to the evaluation. 

[bookmark: OLE_LINK1][bookmark: OLE_LINK2]


Fair and Consistent Assessment of Learners
SHEP will continue to offer a significant number of experiential courses where Learners engage in a process of self-assessment and there is no assessment of learners by trainers. This is because we believe the introduction of assessment would fundamentally, and adversely, affect the nature of the course.
With regard to courses where Learners are formally assessed, SHEP will ensure that the assessment of Learners is conducted in a way which is consistent with our mission, and is internally authenticated to ensure fairness and transparency.
SHEP will ensure that the assessment of Learners is consistent across assessors and is consistent with national best practice.
SHEP will ensure that the assessment system (where relevant) is fully understood and implemented within the Project by learners, staff, and trainers.
SHEP will clearly communicate i) how each programme of education or training is assessed, ii) what is expected of Learners in terms of the assessment process, and iii) the rights of Learners and trainers in the assessment process.
Protection of Learners
SHEP is not subject to Section 43 of the Qualifications (Education and Training) Act as the project is a registered charity operating on a not-for-profit basis.  
However, SHEP is committed to providing appropriate protection for all our learners on all our programmes of three months duration or more. To ensure this we will endeavour to provide alternative learning option(s) for Learners, within our service, should a programme cease unexpectedly.
In the event that courses offered by SHEP do not proceed, e.g. due to insufficient numbers, SHEP will refund Learners any payment made.  Furthermore, Learners will be directed to other learning centres as appropriate.


Sub-contracting/Procuring Programme Delivery
SHEP retains sole responsibility for the delivery of programmes of education and training. Whilst course trainers and tutors are generally self-employed service providers rather than employees of the Project, responsibility for the management of the programmes of education and training always stays with the Project.


Self Evaluation of Programmes & Services
SHEP will promote on-going organisational self-evaluation with regard to all programmes of education and training.
SHEP will provide clear and defined procedural guidelines for organisational self-evaluation. 
SHEP will involve all relevant stakeholders in programme evaluation and will use a variety of methodologies.
SHEP will use an approach in self-evaluation which will be fair, positive, and focussed on using the findings to enhance our delivery of programmes of education and training.
SHEP will complete a formal organisational self-evaluation at regular intervals.




15.	Assessment Procedures (where applicable)for SHEP 
SHEP’s policy on assessment has been presented earlier and is repeated here
SHEP’s Core Training Programme offers a significant number of experiential courses where the assessment is done by Learners themselves. This is because we believe the introduction of assessment by Trainers would fundamentally, and adversely, affect the nature of these courses.
With regard to courses where Learners are formally assessed, SHEP will ensure that the assessment of Learners is conducted in a way which is consistent with our mission.
SHEP will ensure that the assessment of Learners is consistent across assessors, is consistent with national best practice.
In the orientation session at the beginning of each course, SHEP will clearly communicate i) how the course is assessed, ii) what is expected of Learners in terms of the assessment process, and iii) the rights of Learners and Trainers in the assessment process.





Who will assess my assignments?
The Course Coordinators/Trainers are responsible for assessing the course assignments submitted by Learners. 
In order to ensure the integrity of the assessment process SHEP will ensure that the Course Trainers are suitably qualified and that they are proficient in the subject/technical area in which they are assessing.
There are normally a number of assignments for assessed SHEP courses. Depending on the course, these assignments may be marked by different sets of Trainers.
The role of the internal assessor is to evaluate the evidence submitted by the Learners and to make a judgement on whether the Learner has achieved outcomes of knowledge, skill or competence required.
When will I be given information on what assignments are required?
The assignments required will be outlined for Learners in the orientation session. The number of assignments, the type of assignment and the weighting for the assignments will be explained. 
At appropriate times during the course, the relevant Course Trainer will issue Learners with an ‘assessment brief’ – which gives full details of the assignment to be completed by Learners. 
How are the assessments graded?

All assignments are marked as Pass or Fail. 

What do I do if I am unsure or need assistance?
If you wish to clarify the assessment requirements or if you feel you need support with regard to the assignment you should speak in the first instance with the course trainer. It is best to raise this with the Trainer as soon as possible.


Is any provision made if I have a disability or other special circumstances?

In accordance with the Equal Status Act, 2000 to 2004, SHEP is committed to ensuring that selection procedures, entry requirements for courses as well as course content, delivery and assessment are adapted to facilitate Learners with a disability or learners in need of special consideration. 

This intervention, or specific support, is provided by the Course Coordinator, Trainers and/or support staff so that you can be successfully catered for to ensure full participation in learning.

‘Reasonable accommodation’ is the term for the adaptation of assessment which is considered necessary to cater for the needs of learners whose personal situation means that the assessment might otherwise be unfair.
 
Any adaptation of the assessment by the Course Coordinator and/or Trainer will facilitate the Learner to demonstrate their achievement of the standards without significantly altering the standard. e.g., where there are differences in student literacy, the use of a scribe or video facilities can be utilised.  

Special assessment arrangements/adaptations are not intended to and will not reduce the validity and reliability of the assessment or compromise the standard.

Adaptations may include the following and/or other reasonable adaptation:
· Modified presentation of assignments/examination papers e.g. enlargements.
· Scribes/readers.
· Use of sign language.
· Practical assistants.
· Rest periods.
· Adaptive equipment/software.
· Use of assistive technology.
· Extra time.

The implementation of these adaptations will ensure that all Learners are assessed on an equitable basis. SHEP is responsible for their implementation and any associated costs incurred within reason.  Please contact the Course Coordinator to discuss your individual requirements.


What is Plagiarism? 
All learners must submit a declaration of original work with each assessment piece.
Plagiarism is defined as follows: 
“Plagiarism, to steal and pass off (the ideas or words of another) as one's own, to use (another's production) without crediting the source, to commit literary theft or to present as new and original an idea or product derived from an existing source”. 
Plagiarism is forbidden in any assessments for programmes delivered by SHEP.  
Where plagiarism is seen to have occurred, communication is made with the Learner and the Learner is provided with a mechanism to respond.  If the plagiarism is validated, the learner’s assessment is deemed invalid and will not be processed for certification.   
What is Assessment Malpractice?
SHEP reserves the right to investigate and deal with any form of assessment malpractice which could impact on the validity of assessment.  Examples of malpractice include:
• Plagiarism, as detailed above.
• Impersonation of another learner.
• Fabrication of evidence.
• Alteration of results.
• Wrongly obtaining secure assessment material e.g. examinations.
• Behaving in any way such as to undermine the integrity of the Assessment Process.

SHEP will deal with any errors, omissions and/or deliberate acts by Learners or Trainers that may impact on the validity of the assessment process in a consistent, transparent and timely manner.
Allegations of malpractice will be investigated by the Trainer and/or Course Coordinator within a timescale that does not disadvantage a Learner against whom an unproven allegation is made.
What are the requirements regarding submitting assignments?

It is very important to submit completed assignments on time. If you are struggling with an assignment please contact the Course Coordinator as soon as possible so that some support can be arranged. Failure to submit an assignment on time will result in a penalty.


Penalties for late submission

· Assignments submitted after the deadline will not be accepted (and no marks can be awarded) unless an extension has been agreed with the Course Coordinator. 

Extensions 

An extension may be permitted in extenuating circumstances.  If you feel you have a case for an extension you should speak to the Course Coordinator as soon as possible, and normally before the deadline.

Examples of circumstances under which SHEP may offer an extension include:

· Physical injury or emotional trauma during a period of 4-6 weeks previously.
· Physical disability or a chronic or disabling condition such as epilepsy, glandular fever or other incapacitating illness of the learner.
· Recent bereavement of a close family member or friend.
· Severe accident.
· Domestic Crisis.
· Terminal illness of a close family member.
· Other extenuating circumstances.

You will be asked to (i) set out the circumstances in a letter, and (ii) provide appropriate evidence/documentation, e.g. a statement from a medical practitioner. SHEP will judge each application for an extension on its own merit. 

When will I get my results?
SHEP aims to provide Learners with timely and constructive feedback on their assessments.
Normally results of assignments are given to learners within three weeks of the submission date. 
Trainers will issue you with a copy of an ‘Assessment Feedback to Learners Form’ which will present your results and provide constructive feedback.
What if I am not happy with my results?
If you are not happy with your results you should contact your Trainer or the Course Coordinator. It is possible to formally appeal a result. The appeals process is outlined below.
What is the Appeals Process?
SHEP has put in place an Appeals Process. The appeals process enables Learners to appeal:
(a) The assessment process (if they perceive there to be irregularities/inequality in its implementation)
(b) The assessment result
Learners wishing to appeal results should write to the Course Coordinator directly within 14 days of receiving results.  There is a nominal fee (€20) and the appeal will be addressed by SHEP’s Results Approval Committee who will recommend appropriate action. 
Appeals may be made under the following headings:
1. Mitigating circumstances of which assessors were not aware.
2. Procedural errors including administrative issues.
3. Bias or prejudice on behalf of the assessors.
The only evidence which may be presented by the Learner at appeal is that which has already been submitted for assessment.  New evidence may not be added by the learner for the appeal.
Learners will be informed of the outcome of the Appeals Process within 21 days of SHEP receiving the appeal.



16.	Making a complaint

Learners with The Social and Health Education Project (SHEP) may, at some time have cause to complain or express their dissatisfaction about a particular SHEP course or an aspect of the course. SHEP is committed to continuously improving our standards and constructively handling any complaints, taking any reasonable action to ensure that similar situations do not occur in the future. 
Informal Complaint Resolution 
Most complaints can be resolved informally, and as close to the origin of the complaint as possible.  Complaints should be raised with the appropriate member of staff who will make every effort to provide a corrective/preventative solution or an explanation of what has happened.   In most cases a personal response to the complaint, by staff, may be adequate. But if appropriate, or where requested, a written response (by e-mail or letter) may be provided. 
Formal Complaint Process
If, having followed the informal route the complainant believes that their concerns have not been properly addressed or where the complaint is particularly serious or confidential then a formal complaint may be made. 
To raise a formal complaint, the Project’s formal complaint form should be completed, providing as much detail as is relevant including any dates, times and witnesses to any act or incident. A copy of this complaint form is included in this handbook.




FORMAL COMPLAINT FORM
Persons with whom The Social and Health Education Project (SHEP) has dealings, may, at some time have cause to complain or express their dissatisfaction about a particular SHEP service or aspect of the Project. SHEP is committed to continuously improving our standards and constructively handling any complaints, taking any reasonable action to ensure that similar situations do not occur in the future. 
Informal Complaint Resolution - Most complaints can be resolved informally, and as close to the origin of the complaint as possible.  Complaints should be raised with the appropriate member of staff who will make every effort to provide a corrective/preventative solution or an explanation of what has happened. In most cases, a personal response to the complaint, by staff, may be adequate. But if appropriate, or where requested, a written response (by e-mail or letter) may be provided. 
RAISING A FORMAL COMPLAINT:
If, having followed the informal route the complainant believes that their concerns have not been properly addressed or where the complaint is particularly serious or confidential then the formal procedure set out below should be followed. To raise a formal complaint the following details must be completed on this form.  We would ask that you provide as much detail as is relevant including any dates, times and witnesses to any act or incident.







	YOUR DETAILS - 
	PLEASE WRITE CLEARLY 

	NAME:
	

	CONTACT ADDRESS:
	



	CONTACT PHONE:
	

	CONTACT E-MAIL:
	



	DETAILS OF YOUR COMPLAINT:
Please describe the nature of your complaint. Please state who (if anyone) was involved.  (Attach separate sheets if necessary)



	











	




	Who did you approach to resolve your complaint informally?




	Include the staff member’s name and date raised:


What action was taken to resolve your complaint:



	How do you propose the complaint could be resolved to your satisfaction?

	








	Return this form, marked confidential to:

	What happens next:

	[bookmark: _GoBack]The Director,
The Social and Health Education Project
Old Primary School
Ardfoyle Avenue
Ballintemple
Cork

Or in the case of a complaint against  the Director,
The Chairperson,
The Social and Health Education Project,
Old Primary School
Ardfoyle Avenue
Ballintemple
Cork
 
	You should receive a formal acknowledgment of your complaint within the next 7 working days. 

You will then normally receive a substantive response within 28 working days.  




FOR OFFICE USE ONLY:  
	DATE RECEIVED: 
	
	ACKNOWLEDGED:
	

	1ST Action Notes:
	
	2nd Action Notes
	

	



	


A copy of this form and any attachments will be provided to the person complained about so that they are given a chance to make comments should they wish to 



Help us improve this Learner Handbook!

We hope you have found this handbook helpful. We would welcome any comments or suggestions to improve it. You can provide feedback to the course coordinator or to the Project Director (jim.sheehan@socialandhealth.com). Thank you.
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