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Company Vision: 

Midlands specialist disability service, providing a one-stop shop and one 

point of contact for disabled people to ensure independence in education 

and the workplace 

Company Mission: 

The Learning Support Centre and Jotters are passionate and innovative 

about the provision of quality support for disabled people. 
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Welcome to what is a growing, innovative and award winning 
company. 
 
This handbook is essential to ensuring your success and safety in providing excellent support to your clients. As a 
valued member of the team we are always pleased to hear feedback. Our growth, development and innovation is 
thanks to our diverse and experienced team. 
 

              
 
 
 
 

Core Values 

 Respect 

 Quality 

 To work holistically 

 Supportive 

 Innovative 

 Free from discrimination 

 Inclusive 

 Client lead 

 Diverse 

 Tailored 

Ten things we know to be true:  
 

1. Development leads to growth 
2. A warm smile is the universal language of kindness 
3. Everyone is an individual 
4. To assume is to make an ASS of U and ME 
5. Effective communication is the key to success 
6. Quality support comes from a tailored package 
7. Listen and all else will follow 
8. Anything is achievable with the right support 
9. An accessible world is achievable if physical and social barriers are extinguished 
10. Saying thank you twice is better than saying nothing at all 
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Social Media 

 

 
 
 

Keep up to date and encourage clients to keep up to date 
 

Take a look at our fantastic website to fully understand all the services we offer www.learningsupportcentre.com 
 
 
We love to blog. A blog is usually 100 word news story or interesting article. If you would like to get a blog published 
we are always looking for new content. 
 
Client testimonials are a really important part of our marketing so if you are working with a client who is thrilled with 
the service please do encourage them to take part in a video testimonial or if they are not comfortable with that to 
send us an email about what they think of the service.  
 
Please contact Joanne at Joanne@learningsupportcentre.com   
 
Please retweet, share and like our posts so we can spread the word about what we do. 
 

 

 
 
 

http://www.learningsupportcentre.com/
mailto:Joanne@learningsupportcentre.com
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Managing  

Director 

 
 
 
 
 

 

Senior Team 

The senior team carry out the same roles as you, they are here to support you in your role and advise on resources.
    

 
 
 
 
 
 
 
 
Anne Reck - Senior Tutor                                                                               Hayley Wright - Senior Academic Support Worker (ASW) 
Pronounced Anna  
Tel: 07983009292                   Tel: 07812728369           
Email: anne@learningsupportcentre.com                 Email: hayley@learningsupportcentre.com                        
 
 
 
 

 
 
 
 
    
 
 
 
Amy Deignan – Student Advisor London                                                    Ketan Chauhan - Senior Academic Support Worker (ASW) 
                                                                                                              At Regent College 
Tel: 07850414384                   Tel: 07835013132          
Email: london@learningsupportcentre.com                 Email: ketan@learningsupportcentre.com  

 

 
 
 
 

 

Laura Coook 
Laura established Jotters Ltd in 2003. Working as an Academic Support Worker for two years prior to this, 
Laura was passionate about setting up a service that would provide a bespoke, quality assured solution to 
clients support needs. 
Our services continue to evolve based on our clients’ requirements and in 2009 Laura established The 
Learning Support Centre. The Learning Support Centre offer specialist 1.2.1 tuition and assistive technology 
training to our dyslexic and disabled clients, a service which compliments and supports the services of Jotters 
Ltd. The aim being that our clients could come to The Learning Support Centre and Jotters for all their support 
needs, thus creating an easily accessible and consistent support solution. In 2010 The Learning Support Centre 
set up LSC Care, our CQC registered domiciliary care agency. In 2010 we had the resources to turn what had 
been a long term vision into reality. In 2012 Laura was honoured to accept a position on the board of trustees 
for LeicesterShire Citizens Advice Bureau and in2013 became a School Governor, and an Officer for the 
Association of Non- Medical Helper Providers. 
 
Email: laura@learningsupportcentre.com  Tel: 07979 502923          

  

 Will be tutors point of contact on campus 

 Will support satellite tutors 

 Meet with all new tutors in the first term 

 Provide tutors with relevant resources via 

the staff portal on the website 

 Advise tutors of any relevant training 

 Will be involved in tutor continual 

professional development 

 Will be ASWs point of contact on campus 

 Arrange regular catch up meetings 

 Meet with all new ASWs in the first term 

 Provide ASWs with resources 

 Carry out review meetings 

 Carry out introductions with new clients 

 

  

 Will support  the London support team 

 Meet with all new  support team in the 

first term 

 Provide support team  with relevant 

resources via the staff portal on the 

website 

 Advise team of any relevant training 

 Will be involved in staff continual 

professional development 

 Will be  Regent staff members point of 

contact on  site 

 Arrange regular catch up meetings 

 Meet with all new  Regent staff members 

in the first term 

 Provide ASWs with resources 

 Carry out review meetings 

 Carry out introductions with new clients 

 

mailto:anne@learningsupportcentre.com
mailto:hayley@learningsupportcentre.com
mailto:london@learningsupportcentre.com
mailto:ketan@learningsupportcentre.com
mailto:laura@learningsupportcentre.com
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Office Team 
     
 
 
 
 
 
 
 
 
 
 
 
 
 

  
 
 

 
 
 
 
 
 
 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

Donna manages The Learning Support Centre and is the direct line manager for the office team and 
Study Skills Tutors. Laura Cook will line manger Study Skills Tutors and Amy Leyshon will deal with 
Personnel/H&S and Operations 
During Donna’s Maternity Leave Sept 14 -  Jan 16 
You can contact Donna if you have a query over:  

 Personnel or employment issues 

 Health and Safety 

 Office Operations 

Donna Welburn - Operations Manager                   

 Tel:  0116 2548881                           

 Email: donna@learningsupportcentre.com 

Tutors should contact Donna 
regarding:  

 Client queries or concerns 

 Training 

 Accidents or incidents 

 

Matt Dean – Development Consultant       
Tel:  0116 2548881                           
Email: MattD@learningsupportcentre.com 
 
Matt leads on the growth of the business, building of strategic relationships sales and marketing. 
 

David Guest – Finance Manager       
Tel:  0116 2548881                           
Email: david@learningsupportcentre.com 
 
David oversees the company’s finances and deals with the bank, accountants and solicitors.  
 

 
 

Jackie Garner– Finance Officer  
Tel:  0116 2548881                     
Email: 
jackie@learningsupportcentre.com 
 
Jackie deals with; 

 Payroll 

 Invoicing 

 Book keeping 

Matt Cook – Graphic Designer  
Tel:  0116 2548881                     
Email: 
matt@learningsupportcentre.com 
 

 
Matt leads on all marketing material 
and works with our website company 

mailto:MattD@learningsupportcentre.com
mailto:david@learningsupportcentre.com
mailto:jackie@learningsupportcentre.com
mailto:matt@learningsupportcentre.com
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Mala Chohan - Leicestershire Support Coordinator  Amy Leyshon - The Learning Support Centre Support Coordinator 
Tel: 0116 2548881                                                                              Tel: 0116 2548881  
Mob: 07772677068     Mob:07715403421                                                                 
Email: mala@learningsupportcentre.com                                      Email: amy@learningsupportcentre.com 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Joanne Hancock – Communication and Services Officer Jayne Sanderson- Support and Development Officer 
Tel: 0116 2548881                                                                              Tel: 0116 2548881 
Mob: 07736890780                                                                            Mob: 07736890783 
Email: joanne@learningsupportcentre.com                                  Email: jayne@learningsupportcentre.com 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Nikki Jiggins – Services and Products Officer                                       Tasha Suratwala –Recruitment Administrator 
Tel: 0116 2548881                                                                          Tel: 0116 2548881   
Email: nikki@learningsupportcentre.com                                             Email: jobs@learningsupportcentre.com 

Joanne leads on ensuring a quality service is 
provided to all staff and clients and 
developing communication in terms of 
marketing our services. Joanne’s role 
includes: 
 

 Social media  

 Timesheet submission 

 Facilities  bookings 

 Timetable submission 

 Study Skills allocations 

 Additional hours requests 

 Office maintance 

 

Jayne provides support for Study Skills Tutors 
and Assistive Technology Trainers. Jayne also 
takes a lead role in exploring new business 
opportunities 
Jayne’s role includes: 

 Tutor/Trainer Continual 

Professional Development 

 Observations 

 Reviews 

 Tutor/training  resources 

 Assistive Technology allocations 

 Additional hours requests 

 

 

Mala coordinates all note-taking and mentoring 
support Leicester/shire and is the direct line 
manager for all note takers and mentors working 
in Leicestershire. This includes: 

 Coordination of hours 

 Timetable queries 

 Coordination of exam support 

 Client queries or concerns 

 Training and Development 

 Accidents or incidents 

 Client feedback 

Nikki administrative support for The Learning 
Support Centres non disabled student’s 
allowance projects including 
 

 Medincle 

 Recite 

 Ecommerce 

 Ed’s Tuition 

 Transcription 

 
 

Amy coordinates the LSC Care provision and 
satellite support, and is the direct line manager 
for all Personal Assistants and Staff working 
outside of Leicestershire. 
This includes: 

 Coordination of hours 

 Timetable queries 

 Client queries or concerns 

 Training and Development 

 Accidents or Incidents 

 Client feedback 

Tasha’s provides administrative support to The 
Learning Support Centre and Jotters this 
includes: 
 

 Supporting office administration 

 Coordinating the application 

processes  

 Coordinating the unsigned timesheet 

process 

 

  

 

mailto:mala@learningsupportcentre.com
mailto:amy@learningsupportcentre.com
mailto:joanne@learningsupportcentre.com
mailto:jayne@learningsupportcentre.com
mailto:nikki@learningsupportcentre.com
mailto:jobs@learningsupportcentre.com
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Services we offer 

 
 
 
 

 
  

O
ri

en
ta

ti
o

n
 S

u
p

p
o

rt • Orientation support is 
designed for clients 
who may need to 
familiarise themselves 
with the campus, 
learning routes to and 
from lecture theatres,  
Clients Union, Client 
Services Centre, 
Library etc. It is 
usually recommended 
for clients with 
mobility or visual 
difficulties.

Si
gh

te
d

 A
ss

is
ta

n
ce • Sighted assistance is 

for clients who may 
require ongoing 
support to undertake 
the practical 
elements of their 
course. This support 
may be 
recommended for 
clients with visual 
difficulties. It does 
not involve the 
Support Worker doing 
the work on the 
client’s behalf.

M
en

to
ri

n
g

• A Mentor will meet 
with their client each 
week to support them 
in overcoming any 
barriers that are 
affecting their studies. 
This could range from 
helping to organise 
their time, start 
assignments, 
discussing problems 
they may be having 
with housemates,  
help with exam prep, 
and support with 
confidence and 
motivtaional 
strategies.
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N
o

te
-

ta
ki

n
g • Note-taking support 

involves a Support 
Worker acting as a 
note-taker recording 
important points 
from lectures, 
tutorials and 
seminars. The 
handwritten précis 
notes are the clients 
to take away for 
revision or reference.  
The client must be 
present whilst the 
notes are being 
taken, unless there 
are exceptional 
circumstances.

M
o

b
ili

ty • Mobility support This 
may involve pushing a 
wheelchair, guiding a 
person, carrying books, 
equipment , bags (of a 
reasonable weight and 
size, pre-agreed with 
the company) and / or 
assisting in practical 
sessions.  This support 
is for clients who have 
identified mobility and 
or visual difficulties. It 
does not include 
carrying shopping or 
personal care.

Li
b

ra
ry

 S
u

p
p

o
rt • Library support

involves facilitating 
access to books, 
resources in the 
library. This support is 
usually recommended 
for clients with a 
visual or mobility 
difficulties or dyslexia. 
Library support does 
not involve 
supporting the client 
in a study support 
capacity or the 
Support Worker doing 
the research on a 
client’s behalf. 

St
u

d
y 

Sk
ill

s 
Tu

it
io

n • Study skills             
The tutor will 
support clients with 
strategies to start 
and complete their 
work. They can assist 
clients with planning, 
organising, reading, 
research, writing, 
referencing, and 
exam revision. They 
can also assist  in 
preparing clients for 
group work and 
presentations.

P
ro

o
f 

R
ea

d
in

g • Proof reading involves 
assisting the client to 
identify 
grammatical/spelling 
errors in their work. It 
does not include 
helping the client to 
construct their work 
or researching the 
information required 
for the piece of work.  
This support is not 
subject specific and 
should not provide 
help and guidance 
with the content of 
the script. Proof 
reading is not part of 
Study Skills.

Pe
rs

o
n

al
 A

ss
is

ta
n

ce

• Personal assistance 
includes assistance 
with day to day 
activities, such as 
opening doors, 
carrying food from the 
cafeteria, getting out 
books from the client’s 
bag before a lecture 
etc.  It does not
include assistance 
with toileting, 
personal hygiene and 
care, laundry or 
shopping. This would 
be recommended and 
financed through 
Social Services.

A client’s Assessment of Needs (AON) details the individual support package recommended. If a client feels 
they require other support, they need to contact their Needs Assessor to make these changes.  Assessors 
contact details can be found on the clients Assessment of Needs (the client will have a copy). It is not 
appropriate for support staff to contact Needs Assessors on the clients’ behalf. If the client requires 
assistance they must book an appointment with a Welfare Officer at their universities disability team. If in 
doubt, staff must seek advice from their line manager. 
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St
u

d
y 

A
ss

is
ta

n
t • Buddying is  flexible 

depending on the 
needs of a client. A 
buddy can be with a 
client during the day. 
They can make sure 
clients get to class 
on time, support 
clients when 
entering busy rooms, 
cafeteria, manage 
bustling corridors. 
They could also 
support clients with 
organising their 
changing schedule 
and work load.

R
ea

d
in

g • Reading involves a 
Support Worker 
reading material to 
the client in order 
for them to access 
materials 
appropriate for their 
course. 

Tr
an

sc
ri

p
ti

o
n • Transcription

services include 
transcribing learning 
material into an 
accessible format. 
Text to audio, paper 
to electronic and 
audio to text.

A
m

an
u

en
si

s/
Sc

ri
b

e • The support worker 
will write down what 
the client dictates 
during an exam. The 
client must include all 
punctuation and 
spelling of subject 
specific terminology.

R
ea

d
in

g • Reading support 
involves a Support 
Worker reading 
material to a client 
generally in an 
examination situation. 
It does not include the 
services of an 
Amanuensis / Scribe 
unless otherwise 
specified.

Exam Support at DMU 

 There is a deadline to get support in exams, encourage your clients to arrange their support at 

Disability Advice and Support, in the Client Gateway, Gateway House.  

 Clients have to apply for exam support this could include a separate room, extra time, computer a 

scribe and/or a reader. 

 You will only be able to support your assigned clients in special circumstances. 

 You will not be allowed to provide scribe or reading support if you are a client at the University. 
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Client Service Agreement 

All clients are sent Client Service Agreement when they commence support. These vary slightly depending 
on what support they are receiving. 

 

 If you are a Mentor or Study Skills Tutor you are responsible for going through this with the client  

 If you are providing note-taking, study assistance or mobility support your Support Coordinator may ask you 

to do this if it has not been possible at the client’s introduction. 

 Client’s contact details also change every year so please check clients contact information at their initial 

session and feedback any changes to the office 

 You must ensure it is clear to the client by commencing support they are agreeing to the terms of the Client 

Service Agreement and are therefore giving permission for us to share information with the University 

Disability Support Team about their progress and support. If they do not want information to be shared they 

must notify us ASAP. 

Absence and illness 
 

 If you cannot work you must notify The Learning Support Centre office on (0116) 2548881 between 8.30-

5.30pm or the out of hours phone on 07964313546 as soon as possible. You must also notify your client/s.  

 You must call and speak to someone, do not just text. 

 If you think you may not be able to make it into work the following day you must notify us by midday so 

cover can be arranged. 

 If you cannot work it is not appropriate to inform the client without informing The Learning Support Centre 

office. 

 The sooner that you inform the office the sooner we can find cover so that the client is not without support. 

 Compassionate leave is available to those who require this, a reasonable amount of time will be agreed with 

your line manager, however we are unable to pay staff when absent from work. 

Holiday and holiday pay 
 

 You are not permitted to take any holiday during term time. This rule is in place to ensure clients support is 

not disrupted. 

 You will receive holiday pay at the end of Term 1 and Term 2 you will be paid 10 days in January and 8 days 

in April/May. This is pro rata and is calculated on you average weekly earnings of the term (3 months prior).  

Payment of wages – Important date! 

Timesheets must be signed and submitted monthly to Phoenix Yard and must arrive by 4pm on the Friday 

before the 20th of the month for payment in that month’s wage. Timesheets received after the 20th will be not be 
paid until the following month and you must inform us if you are unable to meet the deadline. 
Wages are paid on the last working day of the month by BACs transfer. Your payslips are emailed to you the 
password to access your payslip is first four letters of your surname and first four letters and digits of your National 
Insurance (NI) number. 
 

 You are not paid for sessions where you are absent.  

 Unsigned timesheets are not paid. Please see timesheet submission policy and procedure in the staff portal. 
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Matching rationale and availability 
Before the start of term you will need to send your availability via email to your coordinator or officer, so that we 
can allocate you clients. A week planner template is available for you to use in the staff portal. You can then indicate 
the days and times you are available to work. This should be sent every Thursday during term time even if there has 
been no changes to your shifts. We are not aware of your other commitments, if you don’t send your availability 
weekly we do not have an accurate picture of your availability and we will be unable to allocate you any further 
work. 
 
A profile is created for each staff member with details of experience, availability, specialist skills, areas of expertise 
and areas that staff feel they would not be confident in. 
 
During the client referral process a client is asked if they have any preferences. They may have very specific 
preferences due to prior experience or due to their support requirements.  
 
A profile is created for each client, for existing clients information may include who has worked well with the client, 
their preferences and a review of previous support. 
 
The following points are considered when matching a client to a Support Worker, Tutor or Mentor: 

 

 Client’s availability 

 Client’s preferences 

 Staff member’s availability 

 Staff member’s experience 

 Staff member’s expertise  

 Staff member’s flexibility 

 Consistency for the client 

We will try to ensure that you will continue to support any existing clients you have supported previously to ensure 
continuity, unless we require your skills elsewhere or the client has requested otherwise. If this is the case any 
changes will be discussed with you. 
 
The office will send you information on the clients you will be supporting. This is sensitive information and you must 
ensure you adhere to the Data Protection Policy and Guidance provided at induction and available on the staff 
portal. 
 
Sometimes we receive limited information. If you find out further information or details change it is important that 
this is fed back to the office so that we all have a full picture of the client and their requirements. 

Boundaries 
Please be aware of boundary issues, you are there to facilitate your client, not to undertake the course yourself. 
You must not undertake any additional sessions other than those specified. Any additional sessions need approval 
from the office. 
 
Definite NO’s 

 Do not drink alcohol whilst at work 

 Do not take your phone into the bathroom or toilet with you if you are providing personal care 

 Do not add your client on Facebook or other social networking sites 

 Do not accept or give lifts to clients 

 If your client is under 18 (College buddy/note-taking support) do not exchange mobile phone numbers. If 
your client is over 18, to ensure support runs smoothly you can give your client your mobile phone number 
however you must explain that you are only contactable on your phone whilst at work or between the 
hours of 8-6pm Mon – Fri. When not at work the phone goes in a drawer and is switched off. 
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Time keeping 
Time keeping is vital. If you are late for a one to one appointment you must offer the client the additional time you 
were late by back. If you are late to note take in a lecture you do not go in, and you will not get paid. 
You must always contact the office immediately if this happens. 

Individual differences 
Each client you work with will be different, so you will have to be able to adapt your skills and the way in which you 
work to accommodate their needs, but never compromise yourself. 

Disclosure 
If you are working with a client who does not want to disclose their support needs with their peers or tutors, you 
must discuss how you manage this with your Support Coordinator. For example if you are note-taking for a client 
who wants discrete support the client may wish to collect the notes after a lecture when their peers and tutors are 
not there. 

Team Work 
It is crucial you communicate any queries your clients have with us so we can provide them with a rounded support 
package. 

Relationship with a client 
It is vital to give your client a copy of the Client Service Agreement before you commence support. Encourage them 
to discuss any queries they may have. (Check they haven’t already completed one with another member of the 
team.) 

 It is also important to discuss any needs for flexibility e.g. impact of a medical condition 

 Your client should never become dependent on you. This does not constitute a professional relationship 

 If ever a client makes you feel uncomfortable or behaves inappropriately in any way, inform the office 

immediately. 

A no show 
If your client doesn’t show up you must wait for 15 minutes from the start of the session time before you leave. If 
this does happen contact the office to let them know what has happened and note it on your timesheet coversheet. 
If a student funded by Disabled Students Allowances’ (DSA) misses 2 sessions a term with no explanation then their 
support will be suspended. 

Code of conduct 
All team members are required to follow the Learning Support Centre code of conduct: 
 

 All information between a Professional Tutor, Mentor, or Support Worker and a client will remain 

strictly confidential. 

 

 A Professional Tutor, Mentor, or Support Worker will dress and act appropriately in all situations. 

Smart/casual dress is often most appropriate as it puts the client at ease. 

 

 A Professional Tutor, Mentor, or Support Worker should always be punctual; it is often a good idea 

to arrive 10 to 15 minutes before your session. 
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 A Professional Tutor or Trainer should deliver a structured session which is accurate to the 

strategy or software they are teaching on, and/or take notes which are accurate to the subject 

and spirit of the speaker. 

 

 A Professional Tutor, Mentor, or Support Worker should not offer or give personal advice or 

opinions on the client’s subject. 

 

 A Professional Tutor, Mentor, or Support Worker will not continue to work in a situation where 

their impartiality could be seriously questioned. 

 

 A Professional Tutor, Mentor, or Support Worker should only work in situations that 

commensurate with their skill, competency and experience. 

Pension 
 

Helping you to save for your retirement  

Everyone should try to save something for his or her retirement. To help you do this we have a stakeholder  
pension scheme with Scottish Widows in place, which you are eligible to join. They offer a low cost, value for  
money scheme that is easy to understand and are one of the UK’s top 50 FTSE quoted companies. 

 
If you are interested in joining the pension scheme, please contact David Guest via  
email: david@learningsupportcentre.com  
 
We would like to take this opportunity to urge you to give your retirement planning some serious consideration.  
Retirement may seem a long way off for many of you, but remember, the earlier you start contributing to a pension the  
more enjoyable and secure your retirement will be. 

Workplace pension scheme 

You may have heard of the workplace pension scheme that has been initiated by the government staging date for 
The Learning Support Centre is November 2016. Once you have enrolled not only will you pay into your pension so 
will we. 

You will automatically be enrolled into the workplace pension scheme if you: 

 are not already enrolled on a scheme 
 are aged between 22 and State Pension age 
 earn more than £9,440 a year 
 work in the UK 

If you do not want to be in the scheme you will need to opt out, details of how to do this will be provided prior to 

the scheme starting. 

The Voice 

Is a termly newsletter for staff, this is a way of us keeping you up to date in terms of company news and updates, we 
also appreciate contributions from the team. 

 

mailto:david@learningsupportcentre.com
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Quality Assurance  

The Learning Support Centre have a Quality Assurance Framework which is comprised of eleven processes which are 

reviewed annually (at least) to ensure a quality service delivery to all stakeholders in line with our company vision 

and mission statement. These are: 

 
1. Recruitment and screening  

2. Policy and procedures 

3. Training and Continual Professional Development  

4. Publication of clear role descriptors relating to support workers 

5. Matching rationale 

6. Communication and record keeping  

7. Clear and transparent charging structures 

8. Feedback 

9. Complaint and change management 

10. Auditing and quality marks 

11. Proactively supporting the development of quality provision for disabled people in the education 
and employment sector. 

The full framework can be found in the staff portal in the QA file. It is important that you are aware of what is 
expected of you to allow us to maintain a high quality service and develop further. 
 
Please see below the relevant activities you will be asked to be involved in to ensure quality and continual 
professional development of the team. 
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Personal 
Assistant 

                        

Assistive 
Technology 
Trainer 

                  

Office Staff                      
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Activities 
 
Supervision  
Mentors and Personal Assistants work closely with clients providing mental health and personal care support. Due to 
the nature of this work it is important that staff carrying out these roles can debrief and seek guidance on their 
practice. This is to ensure the client and mentor/personal assistant has the best possible support. 
 
Observation 
Personal Care – it is important that we ensure a consistent service and that Personal Assistants feel they are being 
supported in administering care support correctly.  
 
Study Skills Tuition – It is important to give tutors the opportunity to demonstrate their skills and how they work with 
clients, this also allows us to evidence quality assurance. 
 
Client Feedback 
Clients can feedback at any time, they are informed of this and the feedback process when they take up support. You 
will be asked to gain client feedback and encourage clients to contact the office about the experience they have had.  
 
In term 1 we do a five star rating form and at the end of the academic year. we do a google survey. 
 
We need to be able to demonstrate the positive impact we have in supporting clients to reach their potential and 
evidence that we monitor our services for quality. Please support this by encouraging the clients you work with to 
complete their surveys. 
 If you have concerns regarding a client’s progress you should always flag this as soon as possible and not wait until 
the end of term. 
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Staff Member of the term 
Each term one member of the team will receive a £50 voucher as recognition for being proactive and going the extra 
mile. To be eligible to receive this the team member will need to have met one or more of the following criteria: 

 Sourcing and sharing resources with the team 

 Finding valuable training opportunities 

 Gaining outstanding feedback 

 Ideas for business development 

 Promoting relevant services to support client success 

A staff member can nominate themselves or be nominated by their peers using the nomination form. This should be 
sent to Amy Leyshon at amy@learningsupportcentre.com  (A copy of the nomination form can be found in the staff 
portal in Folder/Staff Development.) 

Continual Professional Development 
As part of your role you may be asked to take part in training which will be free of charge and will support you in your 
role and delivering a quality service.  
 
There are 3 key times during the year when you will meet with your managers regarding your development; however 
you can contact your line manager or senior to discuss your personal development at any point. If you have a query, 
concern or issue we would rather you speak to someone as soon as possible so we can help to resolve this. 
 

1) September Induction - There will be an induction session at the beginning of the academic year, staff are 

asked to attend to ensure they are up to date on current procedures and have all the information required to 

carry out their role effectively. 

2) November - December 1.2.1– This is an opportunity to catch up with a member of the management team, to 

discuss how you are getting on in your role, look at your achievements to date and to review any training 

needs. (Although this is called a 1.2.1 it may be a two to one depending on the number of roles you carry out). 

3) April - June PDR –A Professional Development Review is a chance for you to review the year with your 

manager, what has gone well, the training you have achieved and what areas you would like to develop. 

 

 
 

Induction

Sept

1-2-1

Nov-Dec

PDR

April-June

mailto:amy@learningsupportcentre.com
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Support with training  
There will be 3 training weeks throughout the academic year in September, December and April where The Learning 
Support Centre Ltd will provide training opportunities. Training opportunities that come up throughout the year will 
also be emailed to you for your information. 
 
If you are interested in a training course or development opportunity that you feel will add value to your role, and you 
would like some help to cover the cost, you can make a request to your line manager. If your line manager feels that 
the training is relevant to your role and the request is reasonable they will provide you with an SD1 form (this can be 
found in the staff portal in Folder/Staff Development).  
 
This will be submitted to the Director for approval.  
You cannot apply for support for:  

 Membership fees 

 A contribution exceeding £100 per academic year 

 Mileage or transport costs 

Please be aware that this is a new initiative and will be reviewed annually. There is a limited budget and many 
relevant training opportunities, so not all requests will be approved. It is up to you to be proactive in accessing this 
support for your continual professional development. 
 
Those that have their requests approved will be required to complete an SD2 form (this can be found in the staff portal 
in Folder/Staff Development). Please submit this with an expenses claim form on timesheet submission day. You have 
one calendar month from the day of course completion to submit your expenses claim, this will not be accepted 
without an SD2. 
 
We ask that all Continual Professional Development (CPD) is recorded on your CPD log this can include, training, 
research and reading of relevant resources, observations and supervision. (A copy of the CPD log can be found in the 
staff portal in Folder/Staff Development.) 
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Resources 

All resources can be found via the website www.learningsupportcentre.com/sp  

You will be emailed a password to access this area.                                                                                                                                                                                                 

Company Policies and Procedures 
All company policies and procedures are listed below, these are all available on staff portal and you must confirm 
that you have read and understood them.  
 

1. Compassionate Leave Policy 

2. Compliments and Complaints Policy and Procedure (General and Care) 

3. Confidentiality and Information Sharing Policy and Procedure  

4. Data Protection Policy  

5. Data Protection a Guide for Staff 

6. DBS Procedure 

7. Disciplinary  and Grievance Policy and Procedure 

8. Environmental Policy 

9. Equality Policy 

10. Expenses Policy 

11. Failure to attend Policy and Procedure 

12. Gifts Policy 

13. Health and Safety Policy and Procedure 

14. Infection control Policy and Procedure 

15. Lone Working Policy and Procedure 

16. Quality Assurance Framework 

17. Recruitment of ex-offenders Policy 

18. Room booking Procedure 

19. Safer Recruitment Policy 

20. Safeguarding Policy and Procedure 

21. Staff Development Policy 

22. Timesheets and Payment Policy 

23. Whistleblowing Policy and Procedure 

 
 

 

 
 

 
 
 
 
 
 

http://www.learningsupportcentre.com/
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Paperwork 
Lots of information is passed between the office and across the team, everyone has a responsibility for Data 
Protection please ensure you read the relevant policy and guidance. Paperwork you will be responsible for may 
include: 
Timesheets: It is essential that you fill your timesheets out accurately as these are used for payroll and invoicing. 
Client Service Agreement/Care Plan: It is essential you are aware of what has been agreed with your client and that 
this paperwork has been signed by your client. Once signed this must be returned to the office. 
Referral for Support: A referral form will provide you with the information you require to support your client, if you 
have any queries regarding a referral you must contact the office. 
Client Information Form: Clients change their address every year and can change their email and phone number. 
Therefore we ask that at the start of the year you check your clients contact details. We will provide you with the 
current information we have on file to do this, so there is no unnecessary form filling. 
Initial Session Checklist: This is to support Tutors and Mentors to ensure all introductory information is covered. 
Individual Learning Plan (ILP): Tutors are asked to produce an ILP for each client, this has to be flexible as sessions 
are client led, however it is useful to create short and long term targets and this supports you with end of term 
reviews. 
Progress Logs: Mentors and Tutors fill in progress logs each week to keep track of what has been worked on, 
discussed and agreed during each session. 
Care Logs: Personal Assistants log all care activity they carry out during a booking to ensure there is a record of the 
support they have provided and all Personal Assistants have an overview of the support being provided. 
Accident/Incident Form: If any form of incident or accident occurs during a support session this needs to be logged. 

CPD log: all Continual Professional Development (CPD) is recorded on your CPD log this can include, training, research 
and reading of relevant resources, observations and supervision. 
 
All paperwork can be found in the staff portal 

 

Fire Safety – Phoenix Yard 
 
Please find our Fire Safety Plan and Fire Risk Assessment in the staff portal. 
 
What do you need to do? 
 

 Please ensure you have read the Fire Safety Plan so you know who has responsibility in an evacuation. 

 If you are using the support rooms or attending training at Phoenix Yard you will need to sign in/confirm 
arrival with Joanne or Nikki. 

 Be aware that we have a Fire Risk Assessment 

 Ensure you feedback any concerns you have in regards to Health and Safety  
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Learning Support Centre Year Calendar  
 

Month Event/Action 

September 
start of term for colleges & 
care 
DMU enrolment week 22nd 
Sept 
29th September beginning 
of DMU Autumn Term 

College starts back after August bank holiday 
New staff induction training 
DMU H&S training & induction includes providing photo for ID Badge 
Team training week 
McMillan coffee morning 
12 week new Personal Assistants induction complete 
Fresher’s Week DMU 

October 
 

Client introductions 
Personal Assistants(PA) observations 
Seniors meet with new staff 

November Jotters 1-2-1’s 
LSC 1-2-1’s  
Mentor and PA- 6 Hat Supervision   
New Study Skills Tutor observations 

December 
12th December end of DMU 
Autumn Term 

Jotters 1-2-1’s continued 
LSC 1-2-1’s continued 
Client feedback collected and submitted 
Term 1 Client reviews submitted  
Staff member of term announced 
Team training week 
The Voice 
Term finishes 
Christmas party 
 
Office closes over the Christmas break 

January 
5th January beginning of 
DMU Spring Term 

Jotters clients new timetables, update ASW’s 
New Regent time tables 
Process term 1 feedback/actions & circulate  
Personal Assistants(PA) observations 

February The Voice 
Mentor and PA- 6 Hat Supervision   
Study Skills Tutor observations begin 
 

March Study Skills Tutor observations continued 
Personal Assistants(PA) observations 
Academic Support Workers -Exam Training 
Cut off for DMU clients special exam arrangements 31/03 
 

April 
20th March 
End of DMU Spring Term 
 
 
 
13th April beginning of DMU 
Summer Term 
DMU Exam period 27th 
April-12th June 

Personal Assistants(PA) observations continued 
Study Skills Tutor observations continued 
Mentor and PA- 6 Hat Supervision   
Start of DMU exams 
Client feedback collected and submitted 
Term 2 Client reviews submitted  
Staff member of the term announced 
Team training week 
DMU Exams start 
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May DMU exam period 
PDR’s start 
Mental Health Awareness day 

June 
12th June  
End of DMU summer term 

Staff survey 
PDR’s continued 
End of term drinks 

July DMU Exam results 
Staff member of the term announced 
The Voice 
Client feedback collected and submitted  
Term 3 Client reviews submitted  
Review PDR and staff feedback  
DMU Graduation Ceremonies 11-18th July 
Graduation results sent in to the office 
Graduation cards available from the office for clients 

August New client care plans 
Risk assessments 
DMU Exam resits 

Frequently Asked Questions  
I would like to apply for additional study skills or mentoring hours for my client, what should I do? 
Write a short statement to explain the reasons for requesting additional hours, include how many additional hours 
your client requires. Please make reference to the client’s disability, and consider if this is a ‘reasonable’ request in 
line with reasonable adjustments (as this is the stance the funding body will take). Email the statement through to 
Joanne Hancock at Joanne@learningsupportcentre.com who will then send it to the client’s  Needs Assessor as the 
funding body will only take requests from them, as soon as the office have dis/approval you will receive an email. 
 
My client has been allocated Assistive Technology Training (ATT) with another agency but they would like The 
Learning Support Centre to provide it, is this ok? 
Yes, please email Jayne@learningsupportcentre.com 
 
How many chances do I give a client who doesn’t regularly attend their sessions?  
In line with The Client Loans Company (SLC) The Learning Support Centre operate a ‘2 strikes’ policy, if your client 
missed 2 consecutive sessions you need to contact the office team. Please see the Failure to attend and cancellation 
policy and procedure in the staff portal. 
 
My study skills/mentoring client has a very busy timetable and cannot commit to the same day and time each week, 
is it possible to support them via e-mail? If so how would I get the timesheet signed? 
Some of our clients, especially those doing nursing courses, have very busy schedules. We aim to be as flexible as 
possible and offer support via e-mail and Skype. Ideally, you will arrange to meet your client before timesheet 
submission day so they can sign off their sessions or alternatively you could post the timesheet out to the client to sign 
and return.  
 
My client receives support from another member of The Learning Support Centre, am I able to contact them to 
discuss the client’s needs? 
Yes, we have contacted you for permission to swap contact details, please email admin@learningsupportcentre.com 

if you haven’t already confirmed you are happy to swap details. This enables staff to liaise about their client and 
discuss ways to work together to give the client the best service possible. 
 
I’ve missed the Friday before the 20th deadline for submitting my timesheets, when will I get paid? 
The Learning Support Centre staff get paid on the last working day of the month; all signed timesheets must be handed 
in before 4pm on the Friday before the 20th of each month. 
 

mailto:Joanne@learningsupportcentre.com
mailto:Jayne@learningsupportcentre.com
mailto:admin@learningsupportcentre.com
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If you miss this deadline you will not get paid until the last working day of the following month. Please be aware 
that if you continue to miss the deadline this could result in not being paid and disciplinary action. Missing the 
deadline has implications on data returns to HMRC and company processes please refer to Timesheet and payment 
policy and procedure. 
 
A client and I are not getting on well, am I able to hand them back to the office to be re-allocated to another member 
of the team? 
Yes, our support is intended to be as flexible as possible. It is important to build a good professional relationship with 
your clients, if not they may not get what they need out of the support. If you feel you are not able to provide a level 
of service with a particular client please inform the office who will set the client up with an alternative member of the 
team. 
 
I’ve got outstanding unsigned timesheets, whose responsibility is it to get them signed? 
Ultimately it is the responsibility of the person who has provided the support to get the timesheet signed. If you are 
struggling to do so please seek guidance from the office. 
 
When do I support my clients until? 
The majority of client’s timetables run for 30 approximately weeks, it starts at the end of September/beginning of 
October and runs until mid-June, and you must be available to support your client’s right up until the end of the 
academic year. FE and Nursing courses vary. Please look on the staff portal where you will find the academic calendars. 
 
I have provided exam support for a client. Their exam lasted for 2 hours 45 minutes how do I mark this on my 
timesheet? 
Filling out a timesheet for an exam is slightly different than filling out a timesheet for taking notes in a lecture. You 
start work and timesheet for 30 minutes before the exam begins, all staff are asked to go to the exams office to collect 
the paper before providing support during the exam. Depending on what time the exam finishes determines the time 
you write down as finishing on your timesheet. If the exam finishes at quarter past the hour you’re permitted to round 
this up to half past, and similarly if the exam finishes at quarter to the hour you’re able to round this up to the hour.  
 
The client I was supposed to be providing exam support for hasn’t turned up for the exam. What should I do? 
(DMU only) This needs to be reported to the exams office in the John Whitehead building, the procedure of which will 
be explained in your exam induction and further paper work. Please make a note on the timesheet cover sheet to 
explain why this timesheet will be unsigned.   
 
How much information do I have about my clients? 
All support staff are e-mailed their client’s referral form, prior to support commencing. This will include all of the clients 
contact details and information about their disability to enable the supporting member of staff to provide a tailored 
service. When this is e-mailed through you will also be informed of the client’s availability/timetable. Sometimes we 
get limited information, however, we will give you as much information as possible, and keep you up to date with 
additional information provided. 

 
What should I do if my client has not turned up to their lecture or scheduled study skills session? 
You must wait for your client for 15 minutes after the session was supposed to start, if they have not arrived by then 
and you cannot get hold of them you may leave. You must never enter a lecture or seminar without your client unless 
asked to by the office. 
 
My client doesn’t want to sit with me in lectures, and wants discrete support. Where should I sit and how do I give 
them their notes? 
It is up to the client to decide if they want their note taker to sit with them. This maybe because they want to sit with 
their friends or that they do not want their peers to be aware they are accessing support. Disclosure is taken very 
seriously and the client’s requirements are paramount. At the point of referral we will have asked if the client wants 
their note taker to sit with them so you will know before you attend where you are required to sit. If your client has 
requested you don’t sit with them please sit elsewhere in the lecture theatre. If a client is not concerned about having 
discrete support you will be able to meet them at the end of this session to hand over the notes and get your 
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timesheets signed. If discrete support is required you will need to arrange via text where to meet your client after the 
lecture to hand over the notes and get the timesheet signed.  
 
 
When am I able to take holidays? 
Holidays during term time are not permitted; taking time off during a term time is disruptive for your client. See 
academic calendar on the staff portal, with all the dates the university is open, please use this as a reference when 
planning holidays.  
 
How do I know how many hours I can support my client for? 
All clients are allocated a certain number of support hours per year, it is important not to exceed these. You will not 
be paid if you over support a client’s allocated hours. All clients who receive note taking and buddying will have their 
hours monitored by the office but all Mentors and Study Skills tutors must keep a record of how many have been used 
as they are given the amount of hours allocated. Please make accurate notes to ensure you don’t go over your client’s 
allocation, if you do go over you will not be paid. 
 
A client is complaining about the University how should I guide them? 
You should always advise a client to talk to their tutor or client services to find an agreeable solution in the first 
instance. As with our organisation if they don’t feel their issue has been dealt with they need to follow the 
organisations complaint procedure.  
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Useful websites for staff 
 
http://www.autism.org.uk/  
The NAS are the leading UK charity for people with autism (including Asperger syndrome) and their families. 
Providing information, support and pioneering services, and campaign for a better world for people with autism. 
 
www.mind.org.uk 
Mind is the leading mental health charity for England and Wales. Which provide information to help promote 
understanding of mental health. 
 
http://www.networkforchange.org.uk/  
Network for Change is a local, award winning, voluntary sector social enterprise with over 25 years’ experience. 
Supporting mental health recovery experience they provide a range of specialist services designed to support and 
promote individual potential, promote independence and improve quality of life. 
 
http://www.dyslexiaaction.org.uk 
Information about dyslexia services. Dyslexia associated training, teaching and publication details.  
 
www.bdadyslexia.org.uk 
UK national organisation, offering a wide range of information for parents, dyslexic adults and teachers, with details 
of the international conferences it organises. 
 
http://www.healthtalkonline.org/  
Healthtalkonline and its sister website, Youthhealthtalk, let you share in more than 2,000 people's experiences of 
over 60 health-related conditions and illnesses. You can watch videos or listen to audio clips of the interviews, read 
about people's experiences if you prefer and find reliable information about specific conditions, treatment choices 
and support. 
 
http://www.rnib.org.uk/  
The RNIB support people affected by sight loss. Whether someone is losing their sight or are blind or partially 
sighted, they provide practical and emotional support. 
 
http://www.actiononhearingloss.org.uk/ Action on Hearing Loss is the new name for RNID. We’re working for a 
world where hearing loss doesn’t limit or label people, where tinnitus is silenced and where people value and look 
after their hearing. 
 
www.lcil.org.uk Leicestershire Centre for Integrated Living supports people who have disabilities. Their library and 
information services can help with things such as employment and Access to Work, education issues, disability 
organisations & services, independent living and direct payments and DLA (disability living allowance) 

http://www.dmu.ac.uk/dmu-clients/the-client-gateway/client-and-academic-services.aspx 
Highlighting all of the support on offer by DMU for all of their clients 
 
https://www.gov.uk/access-to-work  
Access to Work might pay towards a support worker or the equipment you need at work. It can also pay towards the 
cost of getting to work if you cannot use public transport. If you need a communicator at job interviews, then Access 
to Work may be able to pay some or all of the communicator costs.  
 
https://www.gov.uk/disabled-clients-allowances-dsas  
Give an overview of Disabled Clients Allowance. 
 
http://www.cqc.org.uk/ The Care Quality Commission (CQC) check whether hospitals, care homes, GPs, dentists and 
services in your home are meeting national standards, this is carried out by inspecting services and publishing the 
findings, helping people to make choices about the care they receive. 

http://www.autism.org.uk/
http://www.autism.org.uk/News-and-events/About-the-NAS.aspx
http://www.autism.org.uk/About-autism/Autism-and-Asperger-syndrome-an-introduction/What-is-autism.aspx
http://www.autism.org.uk/About-autism/Autism-and-Asperger-syndrome-an-introduction/What-is-Asperger-syndrome.aspx
http://www.autism.org.uk/About-autism.aspx
http://www.autism.org.uk/Living-with-autism.aspx
http://www.autism.org.uk/Our-services.aspx
http://www.autism.org.uk/Get-involved/Campaign-for-change.aspx
http://www.mind.org.uk/
http://www.networkforchange.org.uk/
http://www.dyslexiaaction.org.uk/
http://www.bdadyslexia.org.uk/
http://www.healthtalkonline.org/
http://www.rnib.org.uk/
http://www.actiononhearingloss.org.uk/
http://www.lcil.org.uk/
http://www.dmu.ac.uk/dmu-students/the-student-gateway/student-and-academic-services.aspx
https://www.gov.uk/access-to-work
https://www.gov.uk/disabled-students-allowances-dsas
http://www.cqc.org.uk/

