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Selling through home-visits has a bad reputation; jokes about double-glazing salesmen suggest horrors, some at least of which are real.





It can be a difficult area in which to maintain and ensure quality.   Many providers avoid it altogether.   However, when properly regulated home visits can be useful both to learners and providers, and for this reason are not forbidden under ODL QC rules.





The suggestions below are intended to help providers maintain the highest standards in this area.   None are mandatory to ensure compliance with ODL QC standards, but all are strongly recommended.  





For clarity, we have used the word “representative” to mean any person selling through home visits on behalf of a provider, and “applicant” to mean a potential learner.  





General good practice


Providers should abide by the spirit of the Code of Practice of the Direct Selling Association, drawn up in conjunction with the Office of Fair Trading, and should join the Association where practicable.  





All representatives should carry literature which includes the provider’s name, address and telephone number, so that an applicant can verify a representative’s identity.  





We prefer representatives to be salaried employees, and not paid on commission.  If representatives are rewarded according to sales levels, additional safeguards should be in place, e.g. an extended cooling-off period in which the learner can cancel without penalty.





The provider should routinely seek feedback from learners who enrolled after a home visit.  This could be through questionnaires, telephone polling or other means independent of those who undertake or are responsible for home visits.  The resulting information should be available to ODL QC or its assessors on request.





A separate good practice guide covers disabilities and the Disability Discrimination Act.  Training for representatives must include discussion of this issue.  


�
The ODL QC Standards


The relevant standards are set out at the end of this guide.  These are our suggestions for how providers who use home visits can comply with them.





All presentations should follow a pattern set in advance by the provider.  The content should be determined by material supplied by the provider, e.g. in a CD-Rom presentation.  Whatever the format of the presentation aids, they should be relatively hard for the representative to vary, and available for scrutiny by external assessors or the Council.





If assessment exercises are used, their purpose should be made clear.  Are they simply intended to help applicants decide which course is right for them, or does the provider decide who can take a particular course of study based upon the results?  





After the first home visit, applicants should be left with comprehensive information about the course, as set out in part (a) of the standards on admission procedures.  This should be prepared centrally by the provider, and might be on paper, in a digital form, or online.  





Sufficient sample materials (and test papers, where appropriate) should be made available to allow the applicant to assess the suitability of the course for their needs.  What constitutes sufficient will depend on factors such as the length and nature of the course, and the applicant’s particular requirements or concerns.  





Sales should not be completed on a single visit unless the applicant has had ample opportunity to assess the course in advance.  This would include having had all the course information for a period of several days before the visit.  





All applicants should be made aware of ODL QC, and given our contact information (i.e. web or email address, or telephone number).  We produce a Buyers Guide to Distance Learning which we encourage providers to distribute to all prospective learners, however they enrol.  





At the end of a home visit, applicants should be given the option to receive no further information or communications from the provider or its representatives.  





If the applicant still wishes to consider taking a course with the provider, they should be supplied with the name and contact details for both the salesperson, and with the provider’s central enquiry details.  If the representative will visit again or make a follow up telephone call, this should be explained.   �
The Standards on Admission Procedures





IV A	Prior to enrolment on a particular course, the prospective learner is made properly aware of all terms and conditions relevant to that course, either in the prospectus or similar material, by correspondence, or in discussion with the provider.  


These would normally include:


the full extent of the course;


the likely number of study hours necessary for its completion;


the likely overall time span between enrolment and completion;


what time-limits, if any, are imposed by the provider for completion of the course;


the timetable for the provision of materials (whether all at once, or in stages) and whether this is linked to the schedule of payment of fees;


the total fee payable to the provider in respect of the course;


the likely total costs to the learner, including as well as provider fees, the costs of necessary support materials, any likely travel & residential costs, and any examination fees payable to the provider or to other bodies;


the schedule of payment of fees (whether all at once or in stages);


the provider’s policy on refunds;


the availability and extent of learning, tutorial and any other advisory support;


the availability and extent of vocational guidance


the means of delivery of materials and support (by telephone, post, fax, e-mail, or on-line);


any equipment (PC, videos etc) needed by the learner to study the course at home;


the timing and extent of any residential or face-to-face component of the course;


the stated objective of the course, and its intended outcome;


any qualifications required of the learner to undertake the course;


the currency (national or international status, recognition arrangements, and particularly license-to-practice implications) of any certificate, diploma or other qualification offered by the provider as the outcome of the course.





If any of this information is not supplied by the provider, because for example it is deemed to be the responsibility of another, such as an awarding body, or of the learner himself, this must also be made clear prior to enrolment.





IV B	Access requirements imposed by the provider for any course are kept to the necessary minimum and, wherever possible and appropriate, published.





IV C	The applicant is made aware of his or her responsibility to assess their own needs and capabilities before embarking upon a course, and is offered an opportunity to discuss these matters with the provider prior to enrolment.  


Such issues may include:


whether the course is suitable for someone with their level of attainment;


whether the applicant has the necessary levels of competence to gain full benefit from the course.   These competences might include literacy, fluency in English, numeracy and computer literacy;


whether the applicant’s own objectives can be realised through that particular course;


any special needs of the applicant. 





IV.D	Appropriate opportunities are afforded to applicants to assess whether the course meets their needs prior to enrolment.
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