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Section One: Inspection Verdict
Verdict statement:
Accredited membership of the institution can be (re)confirmed, as all standards of the Eaquals Charters are
fully met.
Grades
Grade 2 =

meets the high quality Standards required by the Eaquals Charters

Grade 2,5 = does not meet the Standards required by the Eaquals Charters with reference to one or more
relatively minor indicators of compliance, which can easily and swiftly be rectified, and
evidence, such as a document or photo, can be readily submitted
Grade 3 = does not meet the high quality Standards required by the Eaquals Charters
Grade 1 =

exceeds the high quality Standards required by the Eaquals Charters and identifies a Category
of consistent excellence in the institution

Grade 1,5 = meets the high quality Standards required by the Eaquals Charters and identifies a Category
which, in some respects, exceeds Eaquals high Standards, exhibiting one or two indicators of
excellence, while not achieving consistent excellence in this Category

CATEGORIES
1

Management and Administration

2

Grade

CATEGORIES (CON’T)

Grade

1

7

Client Services

1

Teaching and Learning

1.5

8

Quality assurance

1

3

Course Design and Supporting
Systems

1.5

9

Staff Profile and Development

1

4

Assessment and Certification

2

10

Staff Employment Terms

1.5

5

Academic Resources

1

11

Internal Communications

1

6

Learning Environment

1

12

External Communications

1

TOTAL GRADE:

2

14.5
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Executive Summary
International House London continues to provide excellent services and an outstanding
learning experience to its students. In recent years it has conducted a comprehensive
review of its services and systems, and now moving forward with a well-resourced
programme of developments, designed to respond to current and future demand in the
language education sector. The institution has, from its beginnings, been a leading
contributor in its field and it continues to make a significant contribution to the
international language education community.
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Section Two: Account of the Inspection
Timetable
Day 1
Time

Action

Staff involved

Inspectors

0830 – 0850

Inspectors arrive – brief orientation tour of
premises

Interim Director of Education

MG, SA

0850 – 0855

Greet teachers briefly – explain observation
procedures

Teachers

MG, SA

0900 – 0945

Meet CEO – overview of the institution,
developments, strategy, communications etc

CEO

MG, SA

1000 – 1300

Observe classes (GE + Closed group TT)

Teachers

MG, SA

1300 – 1345

Lunch and inspector meeting

1345 – 1445

Meet Director of Education – overview of
courses, developments, management +
communications

Director of Education/Interim
Director of Education

MG, SA

1445 – 1615

Academic management – General
English(GE)

DoS GE and ADoS GE

MG, SA

1615 – 1830

Visit 2 homestay hosts ( 1 DBS checked)

Accommodation Manager

MG

1615 – 1645

Social programme

Social Programme Coordinator

SA

1645 – 1715

Meet Facilities Manager - health and safety etc

Facilities Manager

SA

1715 – 1800

Meeting with Chair of IH Trust

Chair IH Trust

SA

1800 – 1830

Inspect premises

1830 – 2015

Observe evening classes – Business/Modern
Languages/evening school

Teachers

MG, SA

0845

Coordination meeting

Interim Director of Education

MG, SA

0900 – 1000

Observe am classes

Teachers

MG, SA

1000 – 1100

a. Academic management of Modern
Languages section

Head of Specialist Language
Training + Modern Languages
Coordinator

SA

Specialist English Academic
Manager (with Interim Director of
Education present)

MG

MG, SA

SA

Day 2

b. Academic management - Specialist English

1100 – 1145

Educational resources -library/self-access
centre

Head Librarian and Self Access
Centre Assistant

MG, SA

1205 – 1235

a. Focus group with GE students

Students

SA

b. Focus group with Business/Specialist sts

4

1235 – 1315

Lunch

1315 – 1400

a. Teacher training courses

MG

Director of Training + Assistant
Director of Training + Programme
Manager eLearning

MG
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b. IT systems and support

IT Manager

SA

a. Observe afternoon classes

Teachers

SA

b. Visit accommodation – 2 residences

Accommodation Manager

MG

a. Accommodation admin systems

Accommodation Manager

MG

b. Course administration

GE administrators

SA

1700 – 1730

Overview of student feedback/ developments
in management software

Interim Director of Education +
Assistant to CEO

MG, SA

1730 – 1800

Review academic documents

1800 – 1830

Focus group with ML teachers

ML Teachers

SA

1800 – 1830

Focus group with ML students

Students

MG

1830 – 2000

Observe evening classes/ documents

Teachers

MG, SA

0845 – 0945

Inspect teaching resources

Assistant Director of Studies

MG

0900 – 0945

HR systems and policies

HR Manager

SA

0945 – 1030

Review HR documents, contracts etc

HR Manager

SA

0945 – 1030

Student services, including safeguarding

Head of Customer Services and
assistants

MG

1030 – 1100

a. Meet Finance Director

Finance Director

MG

b. Meet Sales and Marketing Director

Marketing Director

SA

a. Meet Exams team

Head of Examinations +Deputy
Head of Examinations

MG

1400 – 1600

1615 – 1700

MG, SA

Day 3

1100 – 1130

b. Student Welfare
1130 – 1200

Cover arrangements for Director of Education

Interim Director of Education

MG, SA

1200 – 1245

Teacher focus group – Specialist teachers

Specialist teachers

SA

Document check

MG

1245 – 1330

Lunch

MG, SA

1330 – 1415

Teacher focus group – GE teachers
Document check

5

SA

Student Welfare Officer

General English teachers
(mostly Union representatives)

MG
SA

1415 - 1500

Final questions

MG, SA

1500 – 1630

Prepare initial feedback

MG, SA

1630 – 1745

Feedback meeting

MG, SA
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Staffing of the Language Education Centre
Since the last Eaquals inspection, IH London has undergone a re-structure of its departments and staff, with
a number of changes in senior personnel – the Senior Management Team is now composed of new staff,
many of whom have been recruited from outside the institution. While most of this process is now complete,
there is currently an Interim CEO, pending the appointment of a new postholder, and one of the academic
managers is ‘acting’ pending the conclusion of formal recruitment procedures. The Director of Education,
who leads the academic side of the school, was about to take 12 months’ maternity leave at the time of the
inspection. An Interim Director has been appointed to cover her position, and good provision has been made
for a smooth handover, both at the start and end of this cover period. Despite the number of staff changes,
the school has continued to move forward with development plans, and has taken the opportunity to create
better opportunities for cross-department communication and cooperation.
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Description of the Institution; provided by the Language Education Centre.
Section E: Language Education Centre Background Information
History

IH was set up in 1953 and the London School was set up in 1959 with it moving to Shaftsbury
avenue in 1961 and 106 Piccadilly in 1977 before moving to the current location in 2007.

Methodological
approach

We enable students to reach their full potential by actively involving them in their learning, challenging
them appropriately and motivating them through their studies. We believe in a balance of creative and
systematic approaches, tailoring the course to the individual needs of the student, instilling a culture of
continuous feedback, and encouraging the students to take responsibility for their own learning.
Emphasis is on spoken communication and interaction; this is achieved through pair and group work,
simulations and role-plays, and is supported by systematic work on grammar, vocabulary and
pronunciation.

Premises

Main premises 16 Stukeley Street is used year-round.
Previously the Citi lit building, it was refurbished and furnished to our specification in 2006. It
currently has 55 classrooms.

Facilities

Library, Self-Access Centre, Separate exec computers, Sky lounge, Admin offices, Reception
areas, Café, Staffroom and storage rooms. Free WIFI throughout.
All classrooms with Internet and PC, all with IWB (except 1:1) and normal WB. Noticeboards,
Phonemic charts, Maps, information boards etc.
IH Oxford and IH Ellesmere Younger learner centres are run for 5 weeks in the summer. IH
Oxford is run for 3 x 6 day weeks at Easter.

Classroom
equipment
Any other
premises used
by the
Language
Education
Centre
Location of incompany
courses

Distance
from school

Company Name

Language

Facebook
AFME - Association for
Financial Markets in Europe

Spanish

Ponte Gadea

English

Millicom

Spanish

Address
Facebook London, 1 Rathbone Square,
London W1T 1FB
AFME, 39th Floor, 25 Canada Square, Canary
Wharf, London E14 5LQ
Ponte Gadea Offices, West End House, 1st
floor, 11 Hills Place, W1F7SE London
Millicom offices, 610 Chiswick High Rd,
Chiswick, London W4 5RU

Chelsea Football Club

English

Cobham, Surrey

60 minutes

Ares Tankers

English

50 minutes

Carpmaels & Ransford

German

Wandsworth
Carpmaels & Ransford Services Ltd, One
Southampton Row, WC1B 5HA London

French

12 minutes
34 minutes
10 minutes
40 minutes

5 minutes

Section F: Courses Offered
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Approximate percentage of total
student hours as calculated below

Approximate number of teachers per
language taught

English

84.40%

50

Arabic

0.71%

3

Brazilian

0.11%

1

French

2.97%

10

German

2.22%

8
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Italian

3.04%

9

Japanese

3.13%

9

Mandarin

0.03%

1

Russian

0.16%

1

Spanish

3.23%

9

Types of course, e.g. national and international exam courses, .and on-line courses over the year (add rows as needed)
Special purpose

1%

Cambridge Main Suite

Any courses provided which are not language courses (e.g. teacher training).
Name of course

Type

Student Numbers

CELTA

Teacher Training

507

Delta

Teacher Training

40

Distance Delta

Teacher Training

615

Teacher Training Specials

Teacher Training

130

Online learning support services
Online learning support services
Are your face-to-face courses
supported by digital and online tools in
any of the following areas:
•
Homework: Yes
•
Assessment: No
•
In class:
No
If your answer to any of the above is
‘Yes’, please give brief further details:

Compulsory or optional
element of the course?
•

Homework:

•

Assessment:

•

In class:

Fully integrated into the
course, or separate?

We use Moodle for
evening courses and
Modern Languages
courses to store course
material.

Blended Learning: course content
Are any of the enrolled hours for any
course(s) required to be completed
online (either as asynchronous
online learning or
through synchronous interaction
with a teacher online via a webinar
or similar tool)?

If ‘yes’, please give details of:
% of student hours:
no. of teachers

Blended Learning: timing
Please give details of e-learning likely
to be taking place during the inspection
period, including where possible:
no. of levels / courses
no. of hours, if synchronous

Synchronous (teachers and
students online together):

Asynchronous

Synchronous

No

Asynchronous (Material available for
students to use at their convenience):

No

Please give details of Blended Learning
courses or part-courses taking place
outside the inspection period:

Section G: Staff and Student Numbers
Students

9
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Approximate total of number of all student hours of
tuition provided by the Language Education Centre
during the last 12 months. Include course
participants taught in-company and in other off-site
locations

Total Number: 391,739

Low and Peak Seasons (Please tell us which are
your busiest and quietest months)

Low Season (months):
November - December

Peak season (months):
July- August

Numbers of sites 3

Low Season:
1 Site – Stukely Street only

Approximate total of number of
students at different times of the year

Peak season:
3 Sites:
Stukely Street
Oxford (1.5 hours)
Ellesmere – Shropshire (approx 4 hours)
Q1 Jan-March:
Q2 April-Jun:
Q3 July-Sept:
Q4 Oct-Dec:
1150

Approximate numbers of full time
(15 or more hours per week) and parttime (under 15 hours per week) course
participants age 16 – 17.
Maximum size of classes taught:

14

1120

1300

1150

Full-time

Part time

Number:

400

100

Percentage:

% 80

% 20

Full-time

Part time

Approximate numbers of full time
(15 or more hours per week) and parttime (under 15 hours per week) course
participants age 18+ over the year

Number:

1800

600

Percentage:

% 75

% 25

Maximum size of classes taught:

14

Approximate Numbers of Junior (1115) Young Learners (6-10) and Very
Young Learners (6 and under) over
the year

Junior
(11-15)

Young Learners
(6-10)

Very Young
Learners
(6 and under)

Number:

752

14

0

Percentage:

98 %

2%

0%

14

14

NA

Maximum size of classes taught:

Staffing
Q1 Jan-March:

Q2 April-Jun:

Q3 July-Sept:

Q4 Oct-Dec:

40

40

50

40

Q1 Jan-March:

Q2 April-Jun:

Q3 July-Sept:

Q4 Oct-Dec:

60

60

70

60

Number of Full Time
Administrative Staff employed

Q1 Jan-March:

Q2 April-Jun:

Q3 July-Sept:

Q4 Oct-Dec:

Number of Part Time
Administrative Staff employed

Q1 Jan-March:

Q2 April-Jun:

Q3 July-Sept:

Q4 Oct-Dec:

3

3

3

3

Number of Full Time Teaching
Staff employed
Number of Part Time Teaching
Staff employed

10

7

7

9
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Section H: Developments since your last Inspection
There have been numerous developments since our last inspection. We have a new SMT, consisting of the CEO
(Interim) – Joseph Lowe, Director of Education (Eleanor Maly), Sales and Marketing Director (Greg Patton), Head
of Service Quality (Ian Dignum) and Finance Director (Interim) (Finola Seachoy).
Inspector note: Since this information was submitted there have been several changes to the above
personnel: At the time of the inspection there was a new Interim Finance Director, and a new Head
of Customer Service, and the Head of Examinations sits on the SMT.
There was a cost cutting exercise in 2014 to reduce our overheads and this involved various restructuring and
reduction of departments including the loss of the Product Development department. This function continues to
happen with department heads meeting directly with those who will develop the products.
We continue to move forward with our use of technology, replacing older Interactive White Boards with interactive
panels. We are developing our ability to deliver effective online, interactive one to one teaching both in terms of
methodology and technology e.g. using Adobe Connect or Zoom.
Actions taken

Based on Eaquals
recommendations?

Teaching and Learning
We have focussed teacher development on meeting the recommendations on
certain areas of teaching and to support in particular new teachers. This has been
done through TD sessions and guided observation.
We continue to train our teachers in technology and encourage its effective use in
the class and training room.

Yes

Yes

Course Design and Support Systems
There has been work on standardising templates of weekly plans and weekly
objectives for the students.

Yes

We have reviewed the level descriptions on our website to include a more detailed
list of what students can expect to learn in each level.

Yes

Academic resources
We have worked with teachers to show what is and what is not acceptable in terms
of presentation of materials for the classroom.

Yes

Quality Assurance
We continue to work on our Panopto video system to make it accessible to teachers
and managers to record lessons or parts of lessons for the purpose of development
and quality review.
We re-introduced peer observation through the “open door policy” encouraging
not only academic but not academic staff to see what we are doing in the classroom
and to learn from each other.
We have rolled out online questionnaires in order to effectively track student
satisfaction levels across all courses.

11
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Section Three: Grading
1. Management and Administration (Eaquals General Charter: 1, 2, 3, 4)
Verdict statement:
The Inspectors found standards in this category to be a Point of Excellence for the Language Education
Centre. (Grade 1)

1.1 There is an institutional ethos which provides the foundation for the institution’s activities.
1.2 The leadership and organisational structure of the Language Education Centre support this mission
and the achievement of its objectives.
A statutory declaration has been made by International House London (IH London) that the institution
has been established and operates in compliance with all relevant national and local legislation on
insurance, employment, data protection, accounting and taxation. The Inspectors found all relevant
documentation to be in order and saw no evidence to contradict this declaration. The school holds the
required copyright licences and operates in accordance with national legislation in delivering its services.
The school was established in 1959 and has been an educational trust since 1964, set up with the overall
aim of ‘the advancement of education for public benefit’, as stated in the School Plan (see paragraph
below). The school’s mission is set out in a number of documents, public and internal: to become the most
trusted name in private language education and together with its vision, to bring the world together
through professional language education. Underpinning these statements are ‘values of customer focus,
accountability, positivity, open mindedness, professional quality and integrity’. Its promise to stakeholders
states: ‘Our brand proposition, in our highly competitive market, is that learning a language with us will
enable you to open new horizons and realise your aspirations in a positive and enjoyable environment. In
summary, we are a people based organisation that promotes excellence in training, teaching and learning.’
Since its last Eaquals inspection in 2014, the school has faced difficult trading conditions, and has
responded by conducting a detailed internal review, resulting in a comprehensive restructure of staffing
(see Section 2 above). There is now a very focused School Plan in place, setting medium-term objectives for
each department, with the overarching objective of enabling IH London to ‘resume its industry-leading
position’. This Plan was developed by the Senior Management Team (SMT), led by the Interim CEO, with
input from staff at different levels of the organisation, and approved and supported by the school’s Board
of Trustees. It includes clear rationales for the different objectives, based on a good understanding of the
external market and internal strengths and weaknesses, along with practical steps to achieve them.
Staff working in all departments and at all levels in the organisation are aware of these objectives and the
Inspectors were impressed by the level of commitment to delivering them. There is a sense of dynamism
and a willingness to innovate, with strong and capable leadership and everyone pulling in the same
direction. Many staff expressed great enthusiasm for the current developments, and all were proud to work
at IH London and keen to provide the best possible experience to their learners.
The staff restructure has resulted in new personnel in all SMT positions, led by an Interim CEO who has
agreed to cover this post pending the appointment of a replacement. While this has been unsettling for
some staff, overall the new structure seems to have ‘bedded in’ and has brought some fresh ideas into the
organisation. The new management and administrative structures are well-adapted to the needs of the
institution and the delivery of its strategic objectives. For example, there has been a strengthening of the
sales and marketing team, and some reorganising of the academic departments to encourage closer
cooperation between different areas of teaching and greater consistency in certain practices. The
Examinations Department is now located in the main building, having moved from a rented building on
Shaftesbury Avenue. The Modern Languages and Executive English departments have merged to become
the Specialist Language Centre as the clients are similar in terms of profile and needs.

12
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This process of change is ongoing, and further integration would be beneficial in some areas. For example,
the General English and Modern Language teams are managed separately and there are fairly limited
opportunities for these teachers, many of whom are very qualified and experienced, to share expertise,
methodology, and professional development with colleagues from their ‘sister’ section.
Staff are appropriately managed and supported, with clear responsibilities. There is an emphasis on shared
and delegated responsibility, close and respectful teamwork and regular formal and informal
communication, both within departments and across the wider school. The Senior Management Team are
aware of the need to ensure that all staff support school developments in a time of ongoing change and
recognise that good internal communication is an important strategic objective.
The school makes good use of IT systems to support effective communication, information sharing, data
storage and administration and is currently undertaking work to further develop the function and use of
the attractive school management software system (Schoolworks), a project that is ably managed by the
recently appointed Executive Assistant to the CEO. Schoolworks is currently used to record enrolments
and payments, student test scores, attendance and welfare issues, for example, with separate interfaces for
administrators, teachers and students. It performs a number of time-saving routine functions, such as
flagging student absence, and it also produces certain management reports. The plans underway to
significantly expand its use and functionality aim to achieve better use of staff time by automating more
routine tasks and avoiding duplication of data entry; to provide a more tailored service adapted to different
types of students by ensuring that communications are relevant to individuals (e.g. feedback questions will
be adapted according to the specific services a student has chosen); to store all student-focused data in one
interconnected site, including course plans and teaching materials; and to provide more detailed
management reports. Separate IT systems operate for certain departments, such as HR, payroll and
accounting, keeping these functions secure.
In summary, the school aims to operate more efficiently and cost effectively by streamlining and
harmonising internal systems and making better use of resources. Schoolworks will provide more detailed
management reports which can be used to track performance against new Key Performance Indicators
(KPIs) being developed for all operations.
Points of Excellence
•
•
•
•
•

There is evidence of a strategic approach to management and development, setting realistic,
achievable and clearly focused goals, in response to a detailed analysis of the external market and
education context.
There is a readiness to embrace change and innovate in the institution, with staff at all levels showing
enthusiasm for the opportunity to deliver improvements in their department.
Staff are well led and highly motivated to deliver the best possible learning experience to their clients.
The internal restructure has improved links and communications between different departments, as
well as achieving efficiencies, creating better opportunities to share best practice.
There are highly effective administrative systems in place, which provide an exceptional quality of
customer service, as well as excellent management reports to measure the achievement of strategic
objectives. Ongoing developments are taking place to further improve the functionality of school
software systems.

Recommendations
•

Continue to implement the bringing together of different teaching departments to share best practice
and harmonise systems and approaches where appropriate.

•

As planned, continue to develop the functionality and wider use of the Schoolworks system to create
further administrative efficiencies, and provide more detailed management reports to track and
support the achievement of strategic objectives.

Requirements
None
13
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2. Teaching and Learning (Eaquals General Charter, 1.2; Charter For Course
Participants 1,2, 3)
Verdict statement:
The Inspectors found some Points of Excellence in this category (Grade 1.5)

2.1 The pedagogical approach and methods reflect the institution’s educational philosophy.
2.2 The quality of course delivery consistently provides opportunities for effective learning.
2.3 Lessons are planned with reference to the course programme and the learning and motivational needs
of individuals and the group; specified learning outcomes are shared with learners.
2.4 The opportunities offered for learning are varied, making use of available technology and resources.
2.5 Learners have the opportunity to develop their study skills and to share responsibility for their own
learning.
Inspectors observed around 70% of the teachers working on the inspection days, sampling all course types
covered by the Eaquals scheme, with the exception of online language lessons. 47 lesson segments were
observed, with one observation conducted by both Inspectors for standardization purposes. Sample lesson
segments included different stages of General English intensive morning courses, the different ‘elective’
General English classes, exam preparation, a closed group teacher development course, a Celta and Delta
course, 1:1 and small group classes in the Specialist centre, and part-time evening classes in English, Arabic,
Japanese, Spanish, French, Italian and German. Online language courses were not included, since they form
an extremely small proportion of teaching at present - just 4 lessons were taking place in the inspection
week. IH London offers quite a significant number of online teacher development courses, which have been
recently evaluated and accredited by Aqueduto, and hence, not observed by the Inspectors.
IH London describes its educational philosophy as follows: We enable students to reach their full potential
by actively involving them in their learning, challenging them appropriately and motivating them
through their studies. We believe in a balance of creative and systematic approaches, tailoring the course
to the individual needs of the student, instilling a culture of continuous feedback, and encouraging the
students to take responsibility for their own learning. Emphasis is on spoken communication and
interaction; this is achieved through pair and group work, simulations and role-plays, and is supported
by systematic work on grammar, vocabulary and pronunciation.
Inspectors saw this approach carried out across all the courses. Teaching was generally of a very high
standard, with a consistent, school-wide ‘style’ matching descriptions in the curriculum document. There
was no discernable difference in performance between highly experienced teachers, often also employed as
teacher trainers, and more recently qualified English language teachers – nearly all were observed
delivering excellent lessons.
Inspectors were provided with exceptionally detailed lesson plans, together with profiles of each student,
carefully analysing their individual aims, needs, strengths and weaknesses. Plans had clear, achievable
learning outcomes, expressed as communicative objectives and closely linked to the written learning
programmes while being adapted to specific groups. Learning objectives are shared and negotiated with
learners on a weekly basis. A written summary for each week is posted on class notice boards, with items
ticked off day by day. Aims for each lesson are written up on the whiteboard, and referred to frequently.
Teachers of 1:1 and professional group courses were observed tailoring course content very effectively to
meet the specific needs of their learners.
Activities observed included general language lessons based on a designated course book content or other
published materials, integrated skills work, spoken interaction in pairs and small groups, teacher-led
phases, often eliciting or focusing attention on student-produced language deemed useful to the whole
group and used as material for language analysis (grammar, lexis and/or pronunciation). Extended
discussion and conversation was seen more often during elective classes, along with exam preparation.
14
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There was some use of authentic material, often sourced from the internet, and occasional use of students’
hand held devices to look up information.
In summary, the Inspectors observed the following strengths in the teaching team:

•
•
•
•
•
•
•

•
•
•
•
•
•
•
•
•

A very high level of linguistic competence and awareness, and ability to give clear explanations
supported by helpful annotation of language written up on the whiteboards
Excellent exploitation of designated coursebooks - a selective approach to activities chosen for class,
and ‘lifted’ away from the printed page to better personalize and adapt them
The choice and design of materials was well matched to the needs and interests of learners
Very good use of the generous space provided by whiteboards and smart screens to display relevant
language. Teachers organised whiteboards neatly and attractively, making them an excellent support for
learning
The level of attention given to language produced by the learners themselves, and ability to exploit this
material as a basis for teaching
Thorough and effective clarification of new lexis
Very careful staging of lessons, with time devoted to introducing topics and stimulating students’
interest before embarking on an activity. Teachers frequently gave brief demonstration of a task,
drawing on their own personal experience, which added interest as well as giving clear guidance on
what students were expected to do.
A seemingly relaxed pace to lessons, while making very good use of the time to practice target language
Effective management of receptive and productive skills tasks, with teachers helping to make tasks doable for learners while maintaining a good level of challenge
Excellent rapport and learner engagement through personalization, contextualization, use of learner
names, humour and activation of schemata
A good deal of attention given to explaining, demonstrating and annotating pronunciation.
Excellent classroom management in most cases
Interaction between teachers and students was very effective in most lessons, with well judged, natural
grading of language, effective management of learner contributions and interaction and expansion of
these to provide learning opportunities in many lessons; teachers reacted well to learner needs
Effective monitoring, and well managed feedback on language and task achievement
Some effective learner training habits were observed, eg self correction and lexis recording
Teachers instilled confidence in learners who were happy to be in the lessons and motivated to learn

Areas which would benefit from some additional attention were:

•
•
•
•

While many teachers did some drilling when correcting or presenting language items and
pronunciation, this was mostly done rather half-heartedly and too briefly for students to fully benefit.
More emphatic, exaggerated modelling and extended drilling would be beneficial.
While a great deal of attention was paid to summing up and explaining useful language items written on
whiteboards, there was often not much further opportunity for students to activate these items
Teachers could develop more learner training habits by helping students to use their mobile phones,
which many students had on their desks, to record lexis and use relevant dictionary and pronunciation
apps
Greater use could perhaps be made of authentic materials drawn from the internet.

Modern language classes make up a smaller proportion of all lessons, given that students study for just a
few hours each week. They are delivered by a large team of part-time teachers, most of whom also work a
relatively small number of hours at the school, employed on short-term renewable contracts. This presents
particular challenges for course delivery. Modern language course syllabi are not linked to specific course
books, since they work in part-time six-week blocks, and for some languages, suitable published materials
are not readily available. Instead, teachers select from a variety of published material, create their own and
draw on authentic materials.
15
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While the best lesson segments observed shared many of the features listed above - especially planning and
analysis of student needs, appropriate choice of material, teacher knowledge, rapport, and some excellent
use of authentic material - overall the Inspectors found the quality of course delivery to be less consistent in
this area.
Areas to work on are:
•
•
•
•
•
•
•
•

Lesson planning and class management for systems and skills lessons: aims and stages
More learner-learner interaction
More contextualisation and personalization of target language
More careful presentation and organization of board work
More careful exploitation of published materials, selecting a smaller number of activities to include in
class but working with these more thoroughly, extending and personalizing them as a basis for
meaningful communication
Ensuring that the pace of lessons is varied and maintained
Reducing the use of English in class where possible – use of English varied quite widely and did not
seem to correlate with students’ proficiency, with some classes managing the entire lesson in the target
language, while others seemed less ready to do so
Introducing elements of learner training: classroom language in the target language, how to record
lexis, use of dictionaries etc

Points of Excellence
Taken as a whole, the standard of course delivery is exceptionally high, with very well qualified and less
qualified, and experienced, and less experienced teachers, skilfully adapting their courses to meet their
students’ needs, using the full range of resources available to them in interesting, authentic and motivating
ways.
Recommendations
•

Find ways to support a more consistent standard of classroom teaching across all courses
offered, perhaps by drawing on the expertise of the teacher training department to
engage more closely with the Modern Language teachers, or by facilitating peer
observation between teachers in different departments. (see also Section 9)

•

Include teacher development workshops for the Modern Languages team on:
Organisation of board work
Lesson planning
Exploiting course book materials to maximise student engagement and participation
Varying the pace of lessons

•

Consider developing a policy on use of English in Modern Languages classes in
discussion with teachers and students.

Requirements
None
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3. Course Design and Supporting System (Eaquals General Charter 1.2;
Charter for Course Participants 2.2, 2.4, 2.6,)
Verdict statement:
The Inspectors found some Points of Excellence in this category (Grade 1.5)
3.1
There is a statement of the institution’s educational philosophy and written descriptions of its
learning programmes, including course objectives and content.
3.2
All language course programmes are specified by levels which refer to the CEFR, and learning
objectives are related to the global descriptors of CEFR levels.
3.3
There is an academic management and coordination structure, with supporting systems, which
ensure the implementation of the institution’s educational philosophy.
All the elements of good course design required by Eaquals are present at IH London – thoroughly
documented in user-friendly format and used day-to-day by teachers as a basis for very sound course
planning and delivery. The institution’s educational philosophy and teaching approach (see Section 2
above) is set out and clearly explained in practical terms in several documents for teachers – a Teachers’
Handbook and a Curriculum document. While the Handbook provides general instructions on how
academic systems operate in practice, the Curriculum document lists educational beliefs and the ways
teachers should apply these in their teaching, the levels system for English courses, core competences for
each level (derived from the CEFR), and core course objectives for different levels. Together, they provide
excellent guidance.
IH London uses the IH World system of 8 levels from beginner to advanced, mapped to the CEFR and
ranging from A2 to C2, using ‘plus’ levels to divide the broader scale from A2+ to C1+, with a title in
addition to the CEFR label: A2 Elementary, A2+ Pre-Intermediate, B1 Lower Intermediate, B1+ MidIntermediate, for example. Each of these is further divided into A and B, with A being the start of the level.
A level takes on average 8 to 12 weeks to complete, divided into 4-week blocks, and students progress to the
next stage based on the recommendation of their teacher. Each level and ‘plus’ level has a series of ‘can do’
statements in relation to skills and systems. There are detailed syllabi for each level, specifying
communicative learning outcomes for different skills, and referenced to a designated course book, which is
provided to students and included in their fees. Different course books are assigned to A and B
programmes, with alternative course books available for the same level, avoiding repetition of materials if a
learner needs to recap a level. The course book is integrated with supplementary materials, of which there
are many in the teachers’ room and in the library. Similar syllabi are provided for the different electives, and
separate materials are reserved for these classes. Syllabi are also provided for exam preparation courses,
which follow a course book, as well as a large number of supplementary materials.
Teachers are instructed in the Handbook to use the syllabi and course book as a basis for planning a
programme, but to select learning outcomes and materials in negotiation with their students according to
their specific needs and interests, supplementing the core textbook as needed. The planning unit is a week,
and teachers post a summary of learning objectives on class notice boards, using a standard template and
ticking items off as the week progresses. Students are shown the weekly objectives on Monday in the
second lesson, ensuring new students are included. Students are encouraged to contribute to the weekly
plan and make requests. A record of work done is filed in the class folder. Teachers of specialist bespoke 1:1
and group courses conduct a detailed needs analysis which is then used to design a tailor-made programme,
with assistance from the academic managers if required. Teachers confirmed that there is plenty of help
available and a very good bank of specialist materials to draw on. Students at the focus group meeting for
specialist courses were very pleased with the personalised nature of the courses and with how teachers
responded to their needs and interests. The Inspectors saw evidence of this approach being followed to very
good effect across all the courses observed.
Modern Language courses follow a similar approach to General English but courses are offered in 6-week
blocks at 5 levels. Since students study part-time for just a few hours a week, each level has been divided
into 4 sections, each with a syllabus listing communicative aims, linguistic aims and, in some cases, cultural
aspects. While the communicative aims are derived from the CEFR, the levels are labelled without direct
reference to this scale, and using different terms to those used to other courses (Level 1.1, 1.2, 1.3 and 1.4, for
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example). While there is a good rationale for dividing levels into small units, it may be confusing to
potential new students to see different terms used for different languages, especially on the website.
Day-to-day academic management is provided by a team of very well-qualified staff, none of whom has
scheduled teaching hours. There are separate managers for General English, Teacher Training and
Specialist courses, the latter having recently been reorganized to bring together Modern Language and
Executive/bespoke courses. Academic management is well-resourced and teachers confirmed that their
managers are readily available and provide excellent support.
There is good support for new teachers. Separate comprehensive handbooks explain administrative systems
that operate in the different departments, and additional information is provided on the school Moodle
system, accessible from home, for part-time teachers working off-site or on Modern Language courses. New
teachers are observed early in the employment and receive feedback and advice from their manager (see
also Section 8) on admin and course planning. New teachers are often provided with good examples of
previously delivered course programmes to give them extra guidance on course planning, uploaded to
Moodle in the case of part-time staff. There is a very strong infrastructure of informal support from
colleagues, facilitated by the very large staffroom which enables teachers to work alongside each other
comfortably. Teachers confirmed that there is a strong culture of mutual support and they enjoy the
opportunity to share ideas and innovations with a very experienced team.
There is nonetheless an opportunity to further strengthen support for new teachers, particularly with course
planning where a good degree of flexibility is expected. Formal ‘buddy’ systems could be introduced, pairing
teachers working on similar levels and/or teaching the same language, and skeleton course plans could be
provided for the first weeks of a course, along with references to supplementary materials, to provide more
specific guidance on the expected balance of elements. And if online language learning is to be offered on a
regular basis, additional written guidance on methodology, materials and online platforms should be added
to the relevant handbook.
There is a generous cover system for absent teachers, with several teacher trainers timetabled with ‘standby’
duties, and available to step in at short notice across the range of English courses. Modern language classes
are rescheduled if a teacher is absent. Academic administration systems are of a very high standard, with
attendance records scrupulously maintained and logged in the Schoolworks system, and timetables and
other key information clearly displayed and understood by staff and students. There are plans to extend the
use of Schoolworks so that all academic records can be recorded in the system, including course content and
materials. This would further streamline course administration.
Points of Excellence
•
•
•
•
•

There is evidence that the stated educational philosophy and learning programmes are regularly used as
tools to inform schemes of work.
There is very effective use of needs based course planning, with negotiated programmes nonetheless
based on sound school syllabi.
Course syllabi effectively integrate published course books, while leaving space for teacher creativity.
There are detailed handbooks and written guidance that are helpful for new staff.
The quality, experience and availability of academic managers is excellent .

Recommendations
•
•
•
•
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Review the range of terms used to refer to different course levels and adopt a common
approach for all languages taught, including reference to the CEFR as a well-recognised
and valid external scale.
Strengthen support and guidance for course planning for newly recruited teachers,
perhaps by preparing a set of sample course plans, with references to suitable
supplementary materials, for the first weeks of general language courses.
Consider instituting a ‘buddy’ system for newly recruited staff, pairing teachers working on the same
language or at the same level.
Add written guidelines on delivering online lessons to the relevant teacher handbook.
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Requirements
None
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4. Assessment and Certification (Eaquals General Charter 1.2; Charter for
Course Participants 1.2, 1.3, 2.10, 3.1)
Verdict statement:
The Inspectors found that the Language Education Centre meets Eaquals criteria for this category (Grade 2)
4.1
Assessment procedures are compatible with the institution’s educational philosophy and course
objectives.
4.2

Placement procedures are appropriate to the learning context and to learners’ needs.

4.3
Systems for assessing language competence provide reliable, valid and fair means of evaluating
progress and achievement in a way that is appropriate for the course and the learners.
4.4
Reports and certificates issued to learners indicate their achievements in terms of the course
objectives and content. They provide a reliable statement of the level achieved.
4.5
Where information on public examinations is provided, relevant advice and support is given to
learners.
Overall, assessment procedures are compatible with the institution’s educational philosophy and closely
linked to course objectives, focusing mainly on formative rather than summative assessment. Information
provided to the Inspectors explains ‘we believe that learning and teaching are enhanced by formative
assessment where teachers are assessing learners during lesson time continuously in order to adapt their
teaching and to make judgements of learners’ progress towards class and individual goals’.
Placement procedures are very efficient and reliable, with most students having already taken an online
placement test to give an approximate level. The online test has been produced by the institution and
consists of multiple choice grammar and language use items. In the first hour of their first morning at the
school, students then have an oral interview with a teacher working from a set of standardized questions, to
ensure that they are placed at the correct level. During this time, they also fill in a questionnaire identifying
individual needs and interests, which is passed to their teacher. Students join their classes for the second
half of the morning, and during this session, teachers set diagnostic tasks to check class homogeneity and
confirm the learning objectives for the week. Any class changes are swiftly made if needed, in consultation
with the academic management team. Students of external proficiency test preparation courses such as
IELTS or FCE, take a separate entrance test. There are similar online placement tests for the different
Modern Language courses and the General English test is taken by professionals wishing to join Specialist
English programmes, supplemented with telephone interview to assess their oral level and a needs analysis
questionnaire. Test results are logged in the Schoolworks system, along with any additional remarks
deemed to be noteworthy.
Progress testing is at the heart of the school’s assessment systems, embedded in teachers’ practice and used
to provide regular student feedback and direct course content, particularly for intensive courses with weekly
enrolment. A weekly informal progress test, reviewing and recycling the content of that week, is created by
teachers, and may take a variety of forms – a written test, perhaps taken from the course book, or a
communicative activity. This test is usually set during the first lesson on a Monday before new students
arrive, which means that students who finish on the previous Friday miss the test. Some teachers said that
they set this test on a Friday for this reason. Class groups are reviewed and may be re-formed every four
weeks, with student level changes made on the basis of the teacher’s submission of a ‘recommendation
sheet’ to the academic management, and each student has an individual tutorial with their class teacher at
least once during this period, completing a progress report for this purpose before their tutorial.
Modern Language courses are delivered in ‘chunks’ of a small number of hours (see Section 3 above) and
achievement of learning reviewed informally lesson by lesson. End of course assessment consists of self
assessment of achievement of objectives or dialogue with a tutor, for example.
Intensive course students have the opportunity to get advice and extra support for their studies from a
teacher during Study Hour sessions which take place twice a week. While all students receive individual
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feedback from teachers, long-term students may be taught by a series of different teachers, perhaps making
it more difficult to provide them with an overview of their progress over the total length of their course.
The school does not conduct formal summative assessment, though long term students are encouraged to
enroll for an external exam, the school being a centre for IELTS tests and Cambridge exams. A variety of
end-of-course certificates exist for the different types of courses. General English students who attend at
least 80% of lessons are given a final certificate with course dates the level of the course they have studied
(eg B2 Upper Intermediate level), and on the back, a list of school levels, each referenced to the CEFR with a
brief descriptors and a table mapping the school level system to a range of external exams. Modern
Language students are provided with a certificate of attendance on request (most students are not
interested in receiving such documents). Professionals on specialist and executive courses receive an
attendance certificate and a detailed report, summarising the course content and evaluating progress and
achievement. These reports give a CEFR level and include the full CEFR scale, with a paragraph for each,
containing ‘can-do’ descriptors. While the use of different types of certificate is appropriate given the
different course types, there is scope to adopt a more similar school-wide terminology and approach when
referencing the CEFR.
Some materials exist to guide teachers in accurately assessing their students’ communicative competence in
the form of videos of samples of spoken language at different CEFR levels. However, the Inspectors did not
see any evidence of ongoing training or standardization sessions in assessment included in the teacher
development programmes. Given the generally high level of expertise of teachers at the school, this would
be a good topic for professional development, together with considering ways to include some summative
assessment of speaking and writing in the course of regular, ‘normal’ classroom-based or homework
activities.
As mentioned above, the school is a centre for IELTS tests and Cambridge English Assessment
examinations, professional exams for healthcare staff (OET), the BULATS test and has recently become a
centre for LanguageCert exams. It is considering whether to offer Trinity College London Graded
Examinations in Spoken English to General English students as an external summative evaluation. Students
receive advice, preparation and support from staff to ensure they have the best chance of success.
Strong point: There are efficient and reliable placement systems and strong links between
progress review tests and subsequent course planning.
Recommendations
•
•

•
•
•

Review the way language levels are referred to in reports and end-of-course certificates
to ensure that there is a consistent approach across all courses and languages taught. (see
also Section 3 above)
Include in the teacher training and development programme, standardization sessions to
ensure teachers can accurately assess their students’ performance against the CEFR
levels, especially in speaking. Such exercises could be conducted by Modern Language
teachers using the Moodle platform. The Eaquals website has links to graded samples of
a number of different languages – https://www.eaquals.org/resources/cefr-standardisationmaterials-spoken-samples-with-documentation/
Consider developing a bank of class and homework activities that could be used by teachers to provide a
valid summative assessment of their students’ proficiency without the need for formal tests.
Consider assigning a designated teacher or academic manager to act as a ‘tutor’ for long-term students
throughout their stay.

Requirements
None
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5. Academic Resources (Eaquals General Charter 1.2, 1.3; Charter for Course
Participants 2.5)
Verdict statement:
The Inspectors found standards in this category to be a Point of Excellence for the Language Education
Centre. (Grade 1)

5.1
The coursebooks or other core course materials, online learning platforms and resources, and
reference materials reflect course objectives and the methodology used.
5.2

There is a system for monitoring learning material developed in-house.

5.3

All equipment and electronic connectivity is accessible and well maintained.

IH London has an excellent provision of academic resources which are well suited to its course objectives
and teaching approach. General English students are provided with a main course book, included in their
course fee, and syllabi link well to these materials. There are 2 main course books for each level, divided into
an A and a B course, avoiding repetition of material for students who are not ready to move on. There are
also alternative course books provided for each level, eg Pre Intermediate A, in case the student has already
studied a specific course book in their own country. Elective skills and exam courses have separate
published materials reserved and labelled for this purpose in the extremely well resourced and organised
teachers’ room. A wide range of supplementary material is available here – class sets, single copies of books
and audio materials organised by topics and levels – along with in-house produced material, some of which
is available electronically. Audio material for core text books is readily accessed in class via the school
server. The school is exceptionally well provided with materials on the theory and practice of language
teaching, both in the teachers’ room and in the school library, evidencing its profile as a leading teacher
training centre. These materials are available for use by both trainees and practicing teachers.
Modern Language teachers select their course materials from published materials available in the school, or
may use authentic material and/or produce their own. The structure of these courses, delivered in six-week
blocks of just a few hours per week, does not suit the adoption of a single published text, and in the case of
some languages, suitable course books do not exist. Course materials along with links to web based
material, are uploaded to the Moodle site where they can be accessed by learners and teachers, and
monitored for quality by academic managers.
There is a separate wide range of specialist materials for executive and professional courses – popular
business course books; texts on subjects such as law, finance, marketing etc; functional skills such as
meetings, report writing etc; teacher-produced material for particular industries; and professional journals,
magazines and news publications. Teachers working in this department confirmed that they are well
provided for in this respect. They are also encouraged to use materials based on their student’s own work
materials.
While General English students are provided with a course book for their morning classes, students on
other courses, including General English electives, receive photocopies of class materials. The school has all
the required copying licenses, and copying is appropriately monitored. In most, but not all cases, copies
distributed in lessons observed by the Inspectors were correctly referenced. In some Modern Language and
exam preparation classes, students were supplied with rather a large number of copies – in the Inspectors’
view, too many to be covered in a single session. Handouts, including teacher-created material, were
generally of good quality and well-presented, sometimes using a school template.
Teachers in all departments share advice and ideas informally on sources of core and supplementary
materials, but there is no system of storing or referencing extra materials on a school shared drive. Nor are
there banks of supplementary material directly referenced to units of core course books, either in list form
or folders. Such resources could provide useful support for teachers who are new to the school or those
taking on a new course or level for the first time, and lighten the load on Modern Language teachers.
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All classroom equipment is of a very high standard and well-maintained by the in-house IT team. While IT
support is quickly available during the daytime, cover is not always available for evening classes. The IT
team plans to extend cover to include the start of evening classes, once an additional team member has been
recruited. Classrooms all have computers connected to the Schoolworks admin system and to the drive
where audio materials can be accessed. There are interactive whiteboards, or smart screens in all
classrooms and good, reliable access to the internet. Teachers receive training in the use of classroom
technology and Inspectors observed them putting it to very good use, integrating it very competently into
their lessons.
The library and self-access centre are generously equipped with computer terminals, and an excellent range
and number of books, and both have photocopiers for which students can buy credit. (An initial credit
allowance is included in their course fee.) The library has a very good stock of DVDs, course books, teaching
resource books and journals, dictionaries and graded readers in each language offered, newspapers and
magazines. Both facilities can be used by classes, and are also open ‘after hours’ on weekday evenings, with
staff on hand to advise on suitable resources. Students are also provided with written study tips for different
skills and systems to help them to become more autonomous learners. Brief tours of each facility are
included in induction, though some students attending specialist and Modern Language courses were
unaware of these resources when interviewed by the Inspectors.
The Specialist Centre delivers a small number of online language classes, usually to individuals. It does not
currently use a single platform for this activity and teachers commented that they would welcome more
support and guidance on choosing the best system for this purpose (see also Section 9 below).
Points of Excellence
•
•
•
•

The school has an outstandingly good range of high quality resources and equipment available.
The resources are very well suited to the profiles and needs of students and are very effectively used by
teachers to enhance the learning experience.
There is an extremely well-stocked library and self-access provision, with generous staffing of these
resources to provide support for both language learners and teacher trainees.
There is excellent provision of classroom IT equipment, and its use is very effectively integrated into
lessons to provide variety of content and approach.

Recommendations
•
•
•
•
•

Ensure that all photocopies are correctly referenced.
Review with teachers ways to facilitate the sharing with colleagues of useful
supplementary materials, and how to label them to ensure ease of access.
Extend the IT support service to include cover for early evening classes once the service team is at full
strength.
Review with teachers and IT support staff the different platforms that can be used to deliver online
language lessons to provide better guidance for teachers involved in this activity.
Ensure that all students are aware of the self access resources the school provides.

Requirements
None
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6. Learning Environment (Eaquals General Charter 1, Charter for Course
Participants 2.3; Staff Charter 2)
Verdict statement:
The Inspectors found standards in this category to be a Point of Excellence for the Language Education
Centre. (Grade 1)
6.1

The teaching and study environment meets the requirements of course programmes and learners.

6.2
Any non-pedagogical facilities and/or spaces required for the services offered are fit for purpose
and well maintained.
6.3

Arrangements are made to protect the health and ensure the safety of learners and staff.

The teaching and study environment provided by IH London is of an exceptionally high standard, as are
other facilities such as the cafeteria, library, and teachers’ staffroom. The school’s central location, in a
quiet side street in the Covent Garden and Holborn area of London, provides a peaceful environment,
undisturbed by traffic noise, with excellent access to public transport and a wide range of tourist and
cultural attractions.
The building comprises five floors of classrooms and offices, a lower ground floor mainly devoted to
teachers and academic management, the ground floor focused on student services (reception, customer
services staff, the social programme desk and a large café, an upper ground floor housing other
management and administrative teams and the library, and a mezzanine level for the large examinations
department. Several significant changes in the use of the space have been made since the last inspection, in
line with the strategic development plan, bringing the exams team ‘in-house’ from a separate location,
grouping student services staff in the reception area to provide a single first point of contact for students,
and moving the café from the mezzanine floor to a larger and more readily accessible space. The changes
have made ‘front-line services’ more visible to students and grouped staff work stations in ways that
encourage communication and teamwork.
The building is in an excellent state of repair and cleanliness, with well-lit offices and classrooms. Group
classrooms accommodate up to 14 students, and are furnished with either study chairs with flaps or chairs
and tables in a horseshoe layout. Classroom chairs have wheels, which enable students to form groups with
minimum fuss at different stages of lessons. In addition, there are a number of smaller rooms on the
fourth and fifth floors, used for 1:1 and very small group lessons. The fifth floor is designed to provide a
suitable environment for professionals on specialist courses, with offices for the relevant academic
managers, an open kitchen/coffee-making area, separate computer terminals and the ‘Sky Lounge’.
There is an effective heating/air conditioning system, and good quality artificial lighting as well as natural
light. There are plenty of toilets on each floor, including facilities for wheelchair users. A lift connects each
floor, and though rather slow, it provides access to all floors for wheelchair users. The central staircase is
currently being ‘brightened’ with attractive new large-scale photos of staff and students, and there are
plans to fit stronger lighting here in the near future.
The library is exceptionally large and well-resourced for an institution of this kind, and both the library
and the separate self-access centre are well-maintained and supervised. Wifi is available throughout the
building with good levels of connectivity for students and staff. Signage is generally clear and plentiful
noticeboards provide space for informative displays.
Students and staff interviewed by the Inspectors were extremely appreciative of the quality of the premises
and facilities, though students commented that queues at the café were very long in the short breaks
between lessons.
Health and safety issues are managed with great care and professionalism. Safety equipment, such as fire
extinguishers and alarms, is well maintained and regularly inspected, and there are special refuge areas
and evacuation chairs to meet the needs of those with restricted mobility. Evacuation plans are displayed
in classrooms and emergency notices are plentiful on every floor, along with clearly marked escape routes.
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In some locations, where there were a number of separate notices related to emergency evacuation, the
Inspectors wondered if these could be reduced to avoid repetition or overlap of content.
There is a weekly scheduled test of the fire alarm and a full fire practice takes place twice a year, recorded
in a fire log. There are designated fire wardens on each floor, specially trained in evacuation procedures,
and regular ‘fire-walks’ to ensure that staff and students know what to do in an emergency. First aid is
equally well managed. A list of staff who are qualified first aiders is prominently posted on school notice
boards, and there are plentiful, clearly marked and visible first aid boxes on every floor. There is a small
room with a bed set aside for anyone taken ill on the premises, and an accident log book is kept up to date.
The café provides a simple range of drinks, snacks, salads and sandwiches, offering good quality at
reasonable prices. This service is provided by an external contractor and has been awarded the highest
grades for hygiene by external food standards inspectors. Students reported that they can experience long
waits in queues during the short breaks, though managers explained that outside the inspection days,
breaks are usually staggered to alleviate this.
Points of Excellence
•
•
•
•

The school premises provide an exceptionally attractive and well-designed learning environment
which is spacious, modern, comfortable and light.
There is an excellent range of out-of-class facilities, including good internet and WiFi access, an
attractive and spacious cafeteria, and student services are positioned in such a way as to facilitate
student access.
Health and safety arrangements are exceptionally thorough.
There is very good access to all facilities for wheelchair users.

Recommendations
•
•

Consult students to see whether break times are sufficiently adjusted to ensure that café queues are
minimized.
Consider whether it is possible to reduce the number of evacuation notices to avoid possible confusion
or repetition of key information, while retaining necessary evacuation plans in every classroom.

Requirements
None
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7. Client Services (Eaquals General Charter 2.3;, 3.1; Charter For Course
Participants 2.8)
Verdict statement:
The Inspectors found standards in this category to be a Point of Excellence for the Language Education
Centre. (Grade 1)
7.1
Advice and support is available to learners and sponsors throughout the course, including welfare
arrangements, where appropriate.
7.2
There are systems for monitoring and administering the provision of any leisure programme
and/or accommodation. Any social programme takes account of learners’ interests.
The school has a very strong customer service ethos with care for student welfare and satisfaction at the
heart of all its operations. Students interviewed by the Inspectors spoke enthusiastically and gratefully
about the help they receive from all staff, in many cases naming individuals who had supported them with
a range of ‘settling in’ issues. There is a very well-resourced Student Services team, led by the Customer
Services Manager, and Student Service staff are visible and easily accessible to students in their school
reception work area. Students can quickly access the help and advice they need at this central point, along
with accommodation staff and social programme organisers.
Students receive information on the school and services at an induction meeting, which takes place on the
first morning of their course, while individuals are having short oral tests. Some of the information is
delivered by means of a set of practical tasks carried out in small groups, making it both an enjoyable and
sociable introduction to the school. The school accepts enrolments from students aged 16 – 18 years, while
making it clear that they will be taught alongside adults, and these younger learners have an additional
introductory meeting with the Student Welfare Officer, a member of the student services team. She has
designated ‘student hours’ every week when students can consult her on any queries they may have, and
there are separate ‘study advice hours’ twice a week, when students can consult a teacher or academic
manager on their progress study plans.
Induction meetings are supported by a detailed Student Handbook, available in printed and electronic
versions, containing comprehensive information on support services and who to contact in case of need.
The information is attractively and clearly presented, and includes sections ‘How can we help?’ a quick
guide to who does what; ‘Keeping you safe and happy’ including safeguarding contacts; attendance rules; a
‘Student Agreement’ explaining what behavior is expected; and policies on diversity, equality, harassment
and bullying. Supplementary information sheets explaining the UK health services are provided on
request. Posters in all classrooms have a photo of the Student Welfare Officer and details of how to contact
her, and other useful welfare information is posted in shared areas of the school.
Safeguarding arrangements for under 18s are a clear area of strength, exceeding statutory requirements.
All staff hold a level 1 DBS certificate, with an annual refresher completed online. Staff with relevant
responsibilities hold Level 2 or 3 certificates, with the school covering all related costs. There are written
guidelines on conduct for staff, and regular internal meetings of the safeguarding team to manage
operations and review policy.
Advance information on supervision and welfare arrangements is sent to parents, who sign a range of
permission forms (medical, social programme events and excursions, accommodation etc).
Accommodation is arranged with homestay hosts who also hold DBS certificates. Attendance of under 18s
is very closely monitored. They sign in each day before afternoon classes as well as morning classes, in a
log book held by the Student Welfare Officer, which brings her into regular contact with this group,
allowing her to watch for signs of unhappiness or homesickness. They wear a red lanyard to identify them
round the school, and teachers are informed about any under age or vulnerable students in their class. At
the time of the inspection, seven under 18s were enrolled in General English courses.
There is a busy social programme, planned and led by the Social Programme Organiser, who also teaches
part-time. There are daily London-based activities on weekdays, making good use of the wealth of
opportunities available: afternoon visits to a tourist attraction, exhibition, a film or a local café
accompanied by a staff member, and evenings at a musical or sports event, for example. Students pay
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relevant entrance and ticket fees. Every Tuesday afternoon, there is a (free) conversation group in the café,
for students who want to practice their English and make new friends, and other school-based events from
time to time. Full-day and multi-day excursions to other cities and run by external providers are offered at
weekends. With nearly every activity involving an extra fee, the Inspectors wondered if students would
find the programme rather expensive, but those interviewed during the inspection had participated in a
number of events and said that school trips were cheaper than travelling independently. Nevertheless, the
school has lots of space available on weekday evenings which could be used to expand the range of
informal social evenings for students (quizzes, dance/exercise classes/ music evenings etc) at very little
cost.
The school offers a range of accommodation options, meeting the various needs and tastes of different
types of students. In fact, a large proportion of students organise their own accommodation, or make their
own arrangements after a short stay in school-organised accommodation once they have settled into life in
the UK. Students can choose a homestay, in one of 3 categories (standard, superior, or executive with
private bathroom), generally located about 30 – 50 minutes from school by public transport. Most choose
standard, as the cheaper option. The school works direct with a relatively small number of hosts (around
50 at present), and in peak season draws on homestays managed through several accommodation
agencies. The school’s hosts are visited, and provided with written information and guidelines on the
services they are expected to provide and contractual arrangements. It was not clear to Inspectors whether
the school has a clear schedule for re-visiting hosts on a regular basis. More popular with students are the
four independently managed residences, fairly centrally located, and providing modern, well-maintained
self-catering accommodation, most rooms being en-suite. The Accommodation Manager receives feedback
from students in the first week of their course, and acts swiftly to remedy any complaints, moving students
to new accommodation if necessary.
Two homestays and two of the residences were inspected and all were very suitable, on good public
transport routes, with comfortable bedrooms, clean bathrooms, access to common shared areas, and
excellent additional facilities in the residences. Publicity materials accurately describe the types and
standards of accommodation offered, and students in the focus group meetings were very satisfied with
the services.
Points of Excellence
•
•
•
•
•

The school has a very strong customer service ethos, with staff in all departments keen to provide an
excellent experience to their clients.
The overall care and attention given to ensuring student welfare and support is exceptional.
Arrangements for the safeguarding and well-being of young learners are exceptionally thorough and
go beyond statutory requirements.
The school provides an extremely good range of accommodation options, all of a very high standard.
There is a rich, daily programme of social activities, tailored to student interests and well attended by
them.

Recommendations
•
•

Ensure that there is a regular schedule for re-visiting existing homestay hosts at least once every two
years.
Consider consulting students to see if they would be interested in attending more in-school social
events.

Requirements
None

27

www.eaquals.org

8. Quality Assurance (Eaquals General Charter 1.3; Charter for Course
Participants 2.2, 2.7, 3.2; Staff Charter 4, 6)
Verdict statement:
The Inspectors found standards in this category to be a Point of Excellence for the Language Education
Centre. (Grade 1)
8.1
There are systems to foster a culture of quality through continuous evaluation, reflection and
action.
8.2
The learning experience is fully monitored by management systems (including regular classroom
observations) which are used to improve the quality of all services.
8.3
There are procedures which enable learners and sponsors to give regular feedback relating to the
academic and other services provided.
There is an exceptionally strong culture of quality in the school, supported by formal internal and external
audits and also by the willingness of staff at all levels to reflect honestly on their day-to-day performance
and take a proactive and enthusiastic approach to continuous improvement in the services they provide.
IH London is a founder member of Eaquals so has been in involved with Eaquals since 1991. The school is
inspected by International House World Organisation as part of a joint audit with Eaquals, Accreditation
UK (jointly managed by the British Council and English UK), ISI and UKBA. All its Celta courses and Delta
candidates are externally assessed by Cambridge English Assessment. The school is a founding member of
Aqueduto, set up to provide external quality assurance of online teacher development programmes, and was
recently successfully assessed under this scheme. Eaquals formally recognizes the Aqueduto scheme as
meeting its own requirements in this area. In addition to these accreditations for course delivery, the school
has been awarded a certificate from Investors in People.
As described in Section 1, the school management and Board of Trustees have led a detailed internal review
leading to an ongoing process of development in all areas of operation, summarized and monitored by
means of the School Plan. It is currently developing KPIs for each area, based on data collected through the
Schoolworks system, to further strengthen internal monitoring systems. In addition to these formal
measures, all staff interviewed during the inspection spoke enthusiastically of ongoing improvements in
their section and of their plans and ideas for future developments.
Course delivery is monitored by the academic management teams in a variety of ways. Newly recruited
teachers are observed within one or two weeks of starting work, and receive formal written and oral
feedback with follow up actions agreed as appropriate. Teachers who work year-round at the school
(temporary and permanent) have an annual formal lesson observation as part of the performance review
process (see Section 9) and there are ‘pop-in’ observations of lesson segments across the whole team from
time to time, followed up with written feedback on general strengths and weaknesses.
The Modern Languages department has slightly different systems, adapted to their specific context where
large numbers of part-time teachers are involved. In addition to the general systems above, they include a
short demonstration lesson in the initial interview which gives an early indication of a teacher’s classroom
skills, and may use video recording to monitor classroom performance. They also monitor course plans and
content that all teachers on specialist courses upload to a special Moodle site, to ensure that teachers are
providing a suitable programme. Teachers working in-company are observed at the school where possible,
but observation also takes place off-site if necessary. A very small number of language lessons, generally 1:1,
are delivered online by the Specialist Language department and observation systems have not yet been fully
developed to cover this area.
Some observations are conducted by observers from a different department, but as the different academic
teams start to work more closely together, there is an opportunity to expand this system, to provide greater
harmonization of practice and standards across all teaching.
Peer observation is offered and encouraged by the academic managers, and teachers interviewed in focus
group meetings confirmed that they had taken part, though managers felt that there could be greater uptake
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of the opportunity. Both General English and Specialist teachers can film themselves teaching, and do so
from time to time.
There is evidence that the evaluation of classroom teaching feeds into the internal teacher development
programme, particularly in the Specialist Language department. Changes were made to the way homework
checking was integrated into lessons following a round of ‘pop-in’ observations, for example, and feedback
from an external inspection formed the basis of a programme of teacher development sessions. Earlier this
year, teachers of different languages and levels filmed themselves conducting the same activity, then
exchanged feedback and evaluated how well the method had worked for different classes.
Student feedback is collected regularly and systemically and any negative issues are followed up swiftly.
Formats vary according to the type of course and student profile, but systems are similar. Students on fulltime courses are asked for quick feedback in the first week of their course, and general English students are
asked for more detailed feedback every four weeks. Specialist course students provide detailed feedback at
the end of their course. Candidates on Celta and Delta courses also complete online feedback at the end of
their course. Feedback forms are sent out in electronic form, and responses are analysed by the relevant
academic administrator using a report function. Any issues are entered manually into a shared Excel
spreadsheet – a ‘register of improvements’ or a ‘register of complaints’ – which includes details of any
follow-up action and the member of staff responsible. While the school is to be congratulated for collecting
feedback so regularly, the value of asking long-term students the same questions every four weeks is likely
to diminish over the length of their course.
The Executive Assistant to the CEO has overall responsibility for feedback, identifying trends and ensuring
that any school-wide response is implemented and fed into relevant development plans where required. He
is leading the integration of feedback into the Schoolworks system, to fully automate the process of
collecting responses and producing logs of follow-up actions. The school also hopes to be able to improve
the relevance of questions put to individual students by having an adaptive feedback form that selects
questions to match the services each student is using. There could also be an opportunity for some face to
face feedback in the first week, when students may need help, during the course, when long term students
may need to be reminded of the different services and exams on offer, and in the last week to help gather
some recommendations and testimonials. The School Plan includes a proposed graduation ceremony,
where feedback could be gathered.
The Inspectors found that managers had a good understanding of the general trends and issues raised in
student feedback, and that their analysis matched points raised in the different student meetings during the
inspection. Staff at all levels are quick to respond to any issues raised by feedback, whether formally
recorded or gathered through informal exchanges with students.
Points of Excellence
•
•
•
•
•

There is an exceptionally strong culture of quality in the institution, with a shared willingness to reflect
regularly and honestly on performance, seek ways to improve and implement change.
The institution is very open to external quality assurance, and embraces the opportunity to obtain
external feedback and learn from it.
Very close attention is paid to student feedback and there are very proactive follow-up systems to
speedily rectify any problems. In addition to identifying individual issues, feedback is used as a
management tool and feeds into longer term development plans.
Developments are under way to target feedback requests more effectively to different student profiles.
There are strong links between observation and analysis of teacher performance and internal teacher
development sessions.

Recommendations
•
•
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Consider ways to develop more inter-department and cross language observation, including peer
observation, in order to harmonise approaches where useful, and ensure standards of course delivery
are equivalent across all course types.
As planned, implement more targeted feedback questions when Schoolworks allows, and consider
whether to incorporate more face-to-face feedback from students, particularly those in their first week
and long-term students.
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•

If online language provision grows, consider ways to monitor teaching – perhaps in consultation with
online training experts in the teacher training department.

Requirements
None
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9. Staff Profile and Development (Charter for Course Participants 2.1, 2.2, 2.4,
2.7 ; Staff Charter 5, 6, 8,)
Verdict statement:
The Inspectors found standards in this category to be a Point of Excellence for the Language Education
Centre. (Grade 1)
9.1
The competences, experience and qualifications of managers, teachers and administrative staff are
relevant and adequate for each area of responsibility.
9.2
There are systems to provide appropriate support and guidance for all staff including a regular staff
performance review.
9.3
staff.

There is a formal framework to assure appropriate continuous professional development for all

International House London has exceptionally well-qualified and experienced staff. Academic managers all
hold Delta-level qualifications as a minimum, as do all teacher trainers and a good number have additional
qualifications – as language examiners, online course supervisors, or Master’s level language qualifications,
for example. General English teachers hold a CELTA level qualification as a minimum, with a number also
qualified at Delta level. Since teacher trainers also teach on General English programmes, this team has a
very good qualification profile. Specialist course teachers also have CELTA or equivalent as a minimum,
with additional professional qualifications and/or experience in fields where they teach courses requiring
specific professional knowledge. Modern Language teachers are equally well-qualified, all holding CELTAlevel certificates as a minimum, and many with Master’s level academic qualifications. A good number hold
an International House Certificate (the course which evolved to become the CELTA) in the language they
teach, developed by the school for teachers of French, Spanish and German, and externally validated by
Cambridge English Assessment.
Managers and administrative staff are all suitably qualified, and several in the Student Services section are
also qualified as language teachers, which may assist them in understanding the needs of their clients.
Managers take a strategic approach to recruitment, balancing depth of experience with recently qualified
staff and bringing in expertise from outside where needed. For example, the sales and marketing team has
recently recruited new staff with greater experience and a more mature profile, to better support this key
area, and the General English team are looking to increase the number of teachers with Young Learner
expertise to ensure that planned growth in these courses can be delivered. The school is aware of possible
threats to staff stability and recruitment posed by Brexit, particularly, but not only, in the case of the
Modern Languages department, and is keeping a close watch as developments unfold. There have been a
considerable number of changes at senior and middle management levels in recent years, which has been
unsettling for some, but the Inspectors were impressed by the generally positive atmosphere and
enthusiasm for ongoing developments.
Teachers enjoy the benefits of belonging to a team of experts who are ready to provide day-to-day support to
each other and guidance to less experienced or newly recruited colleagues. Academic managers for each area
are on hand at all times to support and advise individual teachers, who greatly appreciate their open-door
approach. Administrative staff are similarly well-supported by their line-managers. Handover arrangements
between the Director of Education (just starting maternity leave at the time of the inspection) and her
interim replacement are comprehensive with a generous overlap at the start and end of the period to enable
the Directors to work alongside each other.
Annual performance reviews are carried out in the form of professional development interviews (PDIs),
combined with a formal lesson observation for teachers, in which staff have the opportunity to discuss their
general level of performance, assess the extent to which they have achieved agreed goals for the past year,
and identify specific goals for the coming year. The format of PDIs has recently been revised to include
upward appraisal of managers. The PDI system includes all permanent staff and those on fixed term
contracts who have served at the school for more than a year.
Provision for staff development is at a very high standard with regular internal training sessions and
generous financial support for external training as well as sponsorship to speak at conferences, such as
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IATEFL. Sessions for teachers currently take place within the different departments, though there are moves
to try to work more closely together where possible. General English sessions take place every two to four
weeks – weekly in the peak summer season – and are mainly led by staff with occasional input from external
trainers.
Academic managers plan a programme of topics based on the outcomes of PDIs, observations and their
analysis of the needs of the team. Some sessions are aimed at different levels of experience and some are
held for all teachers together. Also included are one-off sessions giving teachers the chance to run through a
workshop they will later deliver at an external conference. Academic managers are considering ways in
which the internal programme can better support longer term career development for their staff.
IH London, as part of their aim to raise their profile as a leader in language teaching and teacher training,
have re-introduced the teacher training conference which was discontinued in 2006 and the ‘Future of
Training’ conference is to be held in November 2018. Many of the speakers at this conference will be
members of the IH London academic staff.
Teacher development meetings for modern language and specialist language staff are planned in a similar
way, but take place less frequently, given the constraints of timetables and the fact that most staff are parttime. Modern language teachers are enthusiastic about sharing methodology across the different languages
offered, and earlier this year they filmed themselves teaching the same activity before reflecting together on
the experience. Teacher development sessions are filmed and uploaded to the web to enable those who are
unable to attend a meeting to benefit from the input. However, some teachers mentioned that they would
welcome the return of a one-day development day which used to be held on a Saturday. Specialist teachers
commented that they lacked training in delivering online lessons and are unsure about methodology and
approach. Inspectors were able to see that two sessions are in the schedule for January 2019. Though online
language lessons are a very small part of provision at present, it is encouraging to see training being
included in the schedule.
Aside from academic sessions, HR staff run internal sessions on policies and recruitment. All staff do
safeguarding training, and Excel training will be offered later this year. Requests for external training and to
attend professional events and conferences are submitted to HR by line managers and rarely refused if
relevant. Staff can attend school language courses free of charge, and there are discounts for IH teacher
development courses. The school has a policy of investing in teachers and supports those who wish to attend
the Delta course with a 15% discount. In practice it is more generous, and two teachers are currently
receiving a 50% discount, with a loan for the remaining fees which can be repaid in instalments.
Overall, staff expressed general satisfaction with their opportunities they have to develop professional skills,
and the practical and financial support they receive to attend and present at conferences.
Points of Excellence
•
•
•
•

There is a high proportion of staff - academic, management and administrative - with above average
levels of qualifications, experience and expertise.
There is a rich programme of in-house training, along with very generous practical and financial support
for attending and speaking at conferences and external events.
The school assists the development of teachers as ‘experts’ because they are encouraged and supported
to contribute to the profession as a whole by becoming speakers and trainers at external events.
There are good links between professional performance reviews and teacher development programmes.

Recommendations
•
•
•
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As planned, consider new ways to support long-term career development for teachers, perhaps adopting
teacher portfolios, as provided in the Eaquals CPD Recognition Scheme.
Consider ways to increase CPD opportunities for part-time Modern Language teachers – for example, by
holding a full-day of development sessions; inviting General English teachers or trainers to contribute to
ML sessions to share approaches.
As planned, ensure that there is guidance and training on best practice in delivering online lessons.
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Requirements
None

33

www.eaquals.org

10.

Staff Employment Terms (Staff Charter 1,2, 3, 4, 5,6, 7, 8 9.10)

Verdict statement:
The Inspectors found some Points of Excellence in this category (Grade 1.5)

10.1
All staff hold current employment contracts; these conform to local requirements, as confirmed by
the statutory declaration of the institution.
10.2
The terms and conditions of employment offered to staff are fair and comply with all statutory
requirements as stated in a statutory declaration made by the LEC.
The selection procedures at IH London are very clear. The HR department sends clear and detailed
application packs to applicants, which outlines all terms and conditions as well as safeguarding policies in
the case of YL staff applicants.
All staff hold current contracts which conform to legal requirements and clearly state employment terms
and conditions and set out their duties. There is a balanced mix of permanent staff and short-term staff,
teachers in the latter category being on fixed-term contracts with variable hours, issued in short blocks
coinciding with specific courses. There are documented pay scales, based on defined qualifications, skills
and levels of responsibility.
Since the last Eaquals inspection, a comprehensive review of conditions has been undertaken in response
to difficult trading conditions and contracts for permanent teaching staff were reissued in 2017. This
review reduced holiday allowances for permanent teachers but brought their entitlement in line with
administrative staff – 30 days plus 8 public holidays per year. Pay rates for permanent teachers have been
frozen for the past three years and company contributions to the pension scheme have been reduced.
The SMT are currently negotiating new contracts for teachers on variable hour fixed term contracts. They
propose to increase hourly pay rates, pension contributions and annual leave entitlement (from 20 to 30
days) to align conditions with those of permanent teachers. The new contracts have been drafted and are
awaiting the response of the union. While this has caused dissatisfaction among staff who have been
adversely affected, the SMT and the Board are clear that such steps were necessary, and a number of staff
are likely to benefit, if the new variable hour contracts are accepted. Permanent teachers interviewed by
the Inspectors believed that their pay rates are slightly better than average compared with other similar
local employers. Staff on fixed term contracts interviewed by the Inspectors expressed some
dissatisfaction with the short notice they have regarding the extension of their contracts, which is
dependent on student numbers.
In many respects, IH London offers staff benefits which go beyond minimum statutory requirements, and
its staff conditions have earned it the Investors in People quality label. The absence policy is generous, as
are arrangements and support for staff needing compassionate leave, and there is generous provision for
professional development (see Section 9 above). Terms and conditions are set out in detail in the
comprehensive Staff Handbook.
Points of Excellence
•

•

Terms and conditions go well beyond minimum requirements and offer above average employment
terms, with evident concern for staff welfare, despite the restructure and re-issue of contracts for
permanent teachers.
Proposals to improve the conditions of non-permanent staff and bring them into line with permanent
teachers are fair, and, if accepted by the union, will benefit a large proportion of staff on temporary
contracts.

Recommendations
Where possible, aim to give earlier notice to teachers on short-term renewable contracts.
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Requirements
None
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11. Internal Communications (Eaquals General Charter 1.1, 2.3; Staff Charter 1,
4, 8, 10)
Verdict statement:
The Inspectors found standards in this category to be a Point of Excellence for the Language Education
Centre. (Grade 1)

11.1
The responsibilities, lines of accountability and channels of communication among members of
management and/or staff are clearly defined and documented.
11.2
There is formal, documented, communication and consultation between staff and managers,
scheduled as appropriate.
11.3

Information is available to staff about the institution, its mission and any planned developments.

11.4

Grievance and disciplinary procedures are in place for staff and are known to them.

11.5

Information about Eaquals and its resources is available to staff and learners.

Responsibilities, reporting lines and communication channels are clearly defined and documented in the
organizational charts, which show the management and department structures, and up-to-date job
descriptions for each post. There is a very wide range of formal meetings, both within separate
departments and for cross department middle and senior managers. The SMT meets weekly, as do the
academic management teams. All meetings are minuted, with defined action points, monitored to ensure
follow up is carried out.
An all staff meeting takes place every two weeks, with a varied programme of topics, led by different Heads
of Department or SMT members, designed both to share information with staff across the institution and
to consult and seek input and ideas on new developments. A weekly news bulletin is circulated by email
with a variety of announcements and updates. Teacher meetings are held every two weeks, in two different
time slots to facilitate attendance. In addition, the Modern Languages managers hold separate meetings
for their teachers every six weeks – scheduled every day to enable the maximum number of teachers to
attend – a mark of their strong commitment to ensuring that part-time staff feel that they belong to the
school community. Though regretting that they are not usually available to join the general school
meetings, the Modern Languages teachers greatly appreciated the information and support provided by
their managers.
Informal communication is well-established and managers operate an open door policy, noted and much
appreciated by teachers interviewed during the inspection. The performance development review scheme
has recently introduced a 360 degree review to enable staff to give feedback on managers, and
representatives of the teacher’s union meet regularly with the CEO, and annually with the Board of
Trustees. Communication works well between the Board and SMT, with regular quarterly meetings and
frequent sharing of information between the CEO and the Chair. An annual staff survey is conducted
online to ‘test the mood of the organisation’ with results shared with all staff and the Board, and key points
fed into management plans. The 2018 survey recorded ‘a 19% increase in staff satisfaction with the
organization and its leadership’.
Senior managers are aware of the importance of good communication to rebuild good relations with those
staff who have been unsettled by recent changes, and have worked on improvements this year, in response
to feedback from the 2017 staff survey. Despite their efforts and the strong mix and frequency of formal
and informal communication, some teachers interviewed during the inspection reported dissatisfaction
with the information provided on new developments and the extent to which they are consulted. However,
these teachers were not necessarily representative of all teachers as the GE focus group just consisted of
union members. Teachers at other focus group meetings were generally satisfied with the level of
communication, especially from middle management.
The Staff Handbook provides comprehensive information on the institution and all the policies related to
employment. To supplement this document, HR staff run practical workshops from time to time to ensure
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that the most important policies are clearly understood. Grievance and disciplinary procedures are set out
in great detail in the Handbook.
Information about Eaquals membership is displayed and all staff were aware of the inspection procedures.
Points of Excellence
•
•
•
•
•
•

There is an excellent mix of communication conducted on a very regular basis, including formal
minuted meetings, informal newsletters, and an open door approach for informal communication.
Overall, staff are very satisfied with the degree of availability and access to their managers, and
academic managers of part-time evening teachers go out of their way to hold multiple meetings to
ensure all staff are included.
The fortnightly all-staff meetings have a rolling programme led by different sections of the institution,
encouraging consultation and sharing of information across different operations.
There is a formal annual opportunity for staff to communicate to the Board of Trustees, via the union
representatives.
The new system of upward appraisal together with the annual staff survey provides formal feedback on
management and developments.
SMT and the Board are aware of the importance of reestablishing good internal relations and
communication after the restructure, and have measures to achieve this.

Recommendations
Consult teachers on the reasons for their dissatisfaction with the way communication with SMT is handled
to find the best way to involve them in ongoing developments.
Requirements
None
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12. External Communications (Information Charter 1-7)
Verdict statement:
The Inspectors found standards in this category to be a Point of Excellence for the Language Education
Centre. (Grade 1)
12.1
All promotional materials accurately describe the institution’s learning services: the range and
functionality of resources and/or online tools offered, and other services and facilities.
12.2
Contractual information provided to learners and sponsors is accurate and complete, and
expressed in easily understood language.
12.3
Accredited members make information about Eaquals publicly available; they display the
Eaquals Charters publicly, and use the Eaquals logo correctly.
Information and promotional materials are of very high quality – attractive, informative and accurately
representing the services the school offers. The website is the main means of promoting the school. It is
well organised and simple to navigate, with clearly signaled pathways for different clients to find a good
level of information relevant to their interests. The video clips give a good indication of the teaching and
learning methods and bring an extra dimension to the site, and there is good use of photos to illustrate
different sides of the school. Students can take an online level test via the site, available in almost every
language offered.
The website is currently being redeveloped to ensure that information is tailored even more closely to
different audiences, to ensure that it becomes more aligned with the brochures, to eliminate any use of
‘in-house terminology’ and to enable students to enrol directly via the site. The Inspectors noted, for
example, that course levels for languages other than English are labelled differently to the English levels
(see Section 3 above), which reflects the current internal school systems, but which might seem
anomalous to an enquirer, a point which was flagged in the last Eaquals inspection. In other
developments, resource has been recently added to the marketing team to increase the use of digital
marketing and social media.
Contractual information provided to learners and sponsors is clearly presented, comprehensive in scope
and carefully followed by staff. Terms and conditions are fair and transparent and there is information
on formal complaints procedures, including how to contact Eaquals where appropriate. Information
relating to Eaquals membership and its Charters is clearly displayed in public areas of the school and
explained on the website, and the logo is correctly used. The Eaquals poster is not posted in classrooms,
but could be displayed to highlight the benefits to students of Eaquals accreditation. Learners were well
informed about the inspection visit.
Points of Excellence
•
•

Information materials are of exceptional quality, well designed and attractive.
Learners can access all the information they need in clearly explained language, and contractual
arrangements are very fair.

Recommendations
•
•

As planned, complete the review of the website to make it even clearer to prospective students,
by ensuring that any ‘in-house’ terminology is rephrased to make messages even clearer to
‘outsiders’ and non-specialists.
Consider displaying the Eaquals poster in classrooms to further increase awareness among
students of the benefits of Eaquals accreditation.

Requirements
None
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Section Four: Summary
Summary of Points of Excellence.
1

Management and Administration
•

•
•
•

•

2

Teaching and Learning
•

3

•
•
•
•

There is evidence that the stated educational philosophy and
learning programmes are regularly used as tools to inform
schemes of work.
There is very effective use of needs based course planning, with
negotiated programmes nonetheless based on sound school
syllabi.
Course syllabi effectively integrate published course books,
while leaving space for teacher creativity.
There are detailed handbooks and written guidance that are
helpful for new staff.
The quality, experience and availability of academic managers is
excellent .

Academic Resources
•
•

39

Taken as a whole, the standard of course delivery is exceptionally
high, with very well qualified and less qualified, and experienced,
and less experienced teachers, skilfully adapting their courses to
meet their students’ needs, using the full range of resources
available to them in interesting, authentic and motivating ways

Course Design and Supporting Systems
•

5

There is evidence of a strategic approach to management and
development, setting realistic, achievable and clearly focused
goals, in response to a detailed analysis of the external market
and education context.
There is a readiness to embrace change and innovate in the
institution, with staff at all levels showing enthusiasm for the
opportunity to deliver improvements in their department.
Staff are well led and highly motivated to deliver the best
possible learning experience to their clients.
The internal restructure has improved links and
communications between different departments, as well as
achieving efficiencies, creating better opportunities to share best
practice.
There are highly effective administrative systems in place, which
provide an exceptional quality of customer service, as well as
excellent management reports to measure the achievement of
strategic objectives. Ongoing developments are taking place to
further improve the functionality of school software systems.

The school has an outstandingly good range of high quality
resources and equipment available.
The resources are very well suited to the profiles and needs of
students and are very effectively used by teachers to enhance the
learning experience.
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•
•

6

There is an extremely well-stocked library and self-access
provision, with generous staffing of these resources to provide
support for both language learners and teacher trainees.
There is excellent provision of classroom IT equipment, and its
use is very effectively integrated into lessons to provide variety
of content and approach.

Learning Environment
•

7

The school premises provide an exceptionally attractive and
well-designed learning environment which is spacious, modern,
comfortable and light.
• There is an excellent range of out-of-class facilities, including
good internet and WiFi access, an attractive and spacious
cafeteria, and student services are positioned in such a way as
to facilitate student access.
• Health and safety arrangements are exceptionally thorough.
• There is very good access to all facilities for wheelchair users.
Client Services
•

8

The school has a very strong customer service ethos, with staff
in all departments keen to provide an excellent experience to
their clients.
• The overall care and attention given to ensuring student welfare
and support is exceptional.
• Arrangements for the safeguarding and well-being of young
learners are exceptionally thorough and go beyond statutory
requirements.
• The school provides an extremely good range of accommodation
options, all of a very high standard.
• There is a rich, daily programme of social activities, tailored to
student interests and well attended by them.
Quality Assurance
•

9

There is an exceptionally strong culture of quality in the
institution, with a shared willingness to reflect regularly and
honestly on performance, seek ways to improve and implement
change.
• The institution is very open to external quality assurance, and
embraces the opportunity to obtain external feedback and learn
from it.
• Very close attention is paid to student feedback and there are
very proactive follow-up systems to speedily rectify any
problems. In addition to identifying individual issues, feedback
is used as a management tool and feeds into longer term
development plans.
• Developments are under way to target feedback requests more
effectively to different student profiles.
• There are strong links between observation and analysis of
teacher performance and internal teacher development
sessions.
Staff Profile and Development
•

40

There is a high proportion of staff - academic, management and
administrative - with above average levels of qualifications,
experience and expertise.
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•
•

10

There is a rich programme of in-house training, along with very
generous practical and financial support for attending and speaking
at conferences and external events.
The school assists the development of teachers as ‘experts’ because
they are encouraged and supported to contribute to the profession
as a whole by becoming speakers and trainers at external events.
•
There are good links between professional performance reviews
and teacher development programmes

Staff Employment Terms
•

11

Terms and conditions go well beyond minimum requirements
and offer above average employment terms, with evident
concern for staff welfare, despite the restructure and re-issue of
contracts for permanent teachers.
• Proposals to improve the conditions of non-permanent staff and
bring them into line with permanent teachers are fair, and, if
accepted by the union, will benefit a large proportion of staff on
temporary contracts.
Internal Communications
•

12

There is an excellent mix of communication conducted on a very
regular basis, including formal minuted meetings, informal
newsletters, and an open door approach for informal
communication.
• Overall, staff are very satisfied with the degree of availability
and access to their managers, and academic managers of parttime evening teachers go out of their way to hold multiple
meetings to ensure all staff are included.
• The fortnightly all-staff meetings have a rolling programme led
by different sections of the institution, encouraging consultation
and sharing of information across different operations.
• There is a formal annual opportunity for staff to communicate
to the Board of Trustees, via the union representatives.
• The new system of upward appraisal together with the annual
staff survey provides formal feedback on management and
developments.
• SMT and the Board are aware of the importance of
reestablishing good internal relations and communication after
the restructure, and have measures to achieve this.
External Communications
•
•

41

Information materials are of exceptional quality, well designed and
attractive.
Learners can access all the information they need in clearly
explained language, and contractual arrangements are very fair.
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Summary of recommendations
1

2

Management and Administration
•

Continue to implement the bringing together of different teaching
departments to share best practice and harmonise systems and approaches
where appropriate.

•

As planned, continue to develop the functionality and wider use of the
Schoolworks system to create further administrative efficiencies, and provide
more detailed management reports to track and support the achievement of
strategic objectives.

Teaching and Learning
•

Find ways to support a more consistent standard of classroom
teaching across all courses offered, perhaps by drawing on the
expertise of the teacher training department to engage more
closely with the Modern Language teachers, or by facilitating peer
observation between teachers in different departments. (see also
Section 9)

•

Include teacher development workshops for the Modern
Languages team on:
Organisation of board work
Lesson planning
Exploiting course book materials to maximise student engagement
and participation
Varying the pace of lessons

•
3

Consider developing a policy on use of English in Modern Languages classes
in discussion with teachers and students.

Course Design and Supporting Systems
•

4

Review the range of terms used to refer to different course levels
and adopt a common approach for all languages taught, including
reference to the CEFR as a well-recognised and valid external scale.
• Strengthen support and guidance for course planning for newly
recruited teachers, perhaps by preparing a set of sample course
plans, with references to suitable supplementary materials, for the
first weeks of general language courses.
• Consider instituting a ‘buddy’ system for newly recruited staff, pairing
teachers working on the same language or at the same level.
• Add written guidelines on delivering online lessons to the relevant teacher
handbook.
Assessment and Certification
•
•
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Review the way language levels are referred to in reports and endof-course certificates to ensure that there is a consistent approach
across all courses and languages taught. (see also Section 3 above)
Include in the teacher training and development programme,
standardization sessions to ensure teachers can accurately assess
their students’ performance against the CEFR levels, especially in
speaking. Such exercises could be conducted by Modern Language
teachers using the Moodle platform. The Eaquals website has links
to graded samples of a number of different languages –
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https://www.eaquals.org/resources/cefr-standardisation-materials-spokensamples-with-documentation/
•
•

5

Consider developing a bank of class and homework activities that could be
used by teachers to provide a valid summative assessment of their students’
proficiency without the need for formal tests.
Consider assigning a designated teacher or academic manager to act as a
‘tutor’ for long-term students throughout their stay.

Academic Resources
•
•

6

Ensure that all photocopies are correctly referenced.
Review with teachers ways to facilitate the sharing with colleagues
of useful supplementary materials, and how to label them to ensure
ease of access.
• Extend the IT support service to include cover for early evening classes once
the service team is at full strength.
• Review with teachers and IT support staff the different platforms that can be
used to deliver online language lessons to provide better guidance for teachers
involved in this activity.
• Ensure that all students are aware of the self access resources the school
provides.
Learning Environment
•

7

Consult students to see whether break times are sufficiently adjusted to ensure
that café queues are minimized.
• Consider whether it is possible to reduce the number of evacuation notices to
avoid possible confusion or repetition of key information, while retaining
necessary evacuation plans in every classroom.
Client Services
•

8

Ensure that there is a regular schedule for re-visiting existing homestay hosts
at least once every two years.
• Consider consulting students to see if they would be interested in attending
more in-school social events.
Quality Assurance
•

9

Consider ways to develop more inter-department and cross language
observation, including peer observation, in order to harmonise approaches
where useful, and ensure standards of course delivery are equivalent across all
course types.
• As planned, implement more targeted feedback questions when Schoolworks
allows, and consider whether to incorporate more face-to-face feedback from
students, particularly those in their first week and long-term students.
• If online language provision grows, consider ways to monitor teaching –
perhaps in consultation with online training experts in the teacher training
department.
Staff Profile and Development
•
•

•
43

As planned, consider new ways to support long-term career development for
teachers, perhaps adopting teacher portfolios, as provided in the Eaquals CPD
Recognition Scheme.
Consider ways to increase CPD opportunities for part-time Modern Language
teachers – for example, by holding a full-day of development sessions; inviting
General English teachers or trainers to contribute to ML sessions to share
approaches.
As planned, ensure that there is guidance and training on best practice in
delivering online lessons.
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10

Staff Employment Terms
Where possible, aim to give earlier notice to teachers on short-term renewable
contracts.

11

Internal Communications
Consult teachers on the reasons for their dissatisfaction with the way
communication with SMT is handled to find the best way to involve them in
ongoing developments.

12

External Communications
•

•

As planned, complete the review of the website to make it even clearer to
prospective students, by ensuring that any ‘in-house’ terminology is
rephrased to make messages even clearer to ‘outsiders’ and nonspecialists.
Consider displaying the Eaquals poster in classrooms to further increase
awareness among students of the benefits of Eaquals accreditation.

We confirm that this report is based on evidence found at the time of the Inspection and that our opinion is
based on our professional judgement.

DATE 5 November 2018

Signed: Sarah Aitken
(Reporting inspector)

Signed: Mary Grennan
(Co-inspector)

Ludka Kotarska
Director of Accreditation
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