The Open University Partnership — Issues Resolution Framework

This Issues Resolution Framework is designed to overcome issues and
problems within practice learning periods across the partnership. Its
purpose is to enable staff within the partnership to resolve a wide range of
potential issues that indirectly arise throught the student journey. These may

include, but are not limited to:

Students not making sufficient progress towards achieving the QTS
standards and partner schools no longer wishing to continue with the
placement;

e Schools not providing the requisite support or opportunities for

students;

e Clashes of personality or style between individual students and staff;
e Innapropriate behaviour or behaviour which places pupils at risk, and,;
e Changes to the circumstances of the school which may impact their
capacity to deliver a high quality school experience, in conjuction with

the Criteria for the Inclusion of Schools.

It should be read in conjunction with a number of key OU partnership

documents, including:

e The Criteria for the Inclusion of Schools;
e The Memorandum of Understanding;
e The Supplementary Agreement;

e The EWC Code of Professional Conduct and Practice, and;



e The OU Fitness to Study guide.

When to use this Framework?

This framework should be utilised when an issue has been raised by either a
member of staff from a partner school, a practice tutor, curriculum tutor or
a student in line with those listed above. It is intended to be used for issues
that are deemed to be ‘significant’. Significant in this case is defined as ‘an
issues that has the potential to result in the withdrawal of a student from a

practice learning placement’, for any of the aformentioned reasons.

Who should use this Framework?

The framework should be ‘owned’ and utilised by senior staff within the Open
University in Wales PGCE Team. Additional advice may be sought from other
services within the instituion, and additional comments will be invited by
both the student, school and other staff (where applicable) in order to gain

a full representation of the issue.

Why would you use this Framework?

The main goal in any resolution framework is to achieve a ‘win-win’ for all
parties — i.e. the school, student and the OU Partnership as a whole. Thus, the
goal of adhering to this framework is to develop appropriate and informed
solutions to those issues in a manner that is fair, transparent and auditable

against other similar occurances.

Issues Resolution Process



The process to be followed is shown on Page 2, there are two separate
elements to this process — an informal and a formal stage. Albeit some
issues may be deemed ‘significant’ as per the prior defintion, it is still
worthwhile exploring an informal solution to this problem, as it may be an
issue dround expectations management, or miscommunication. The issues
resolution process form (see page 3) should be used in conjunction with the

formal stage. The approach is described on page 4.



Issues Resolution Process

Attempt to
resolve the issue
informally via
f2f, phone call

Has the issue
been resolved?

Inform the Director of
the programme of
the issue resolution

Complete the Issues
Resolution Form (V4)
and share with all
parties, informing the
Director of the
Programme.

Escalate the issue
to the Director of
the Programme.

Issue raised by

School, student, PT or

CT

Can the issue

potentially be resolved

informally?

Complete the Issues
Resolution Form (Vv3) and
share with all parties,
informing the Director of
the Programme.

Update Form (V3) Is
there an appropriate
Resolution? Consult
with Programme
Director if needed.

Arrange Issues
Resolution Stage 2
Meeting and lead

the meeting

Commence with
formal process

Obtain information
from all parties,
including school,
student, PTor CT

as appropriate

Complete first
version of Issues
Resolution Process
From (V1) and share
with all parties.

Arrange Issues
Resolution Stage 1
Meeting and lead

the meeting

Update Form
(v2). Is there an
appropriate
Resolution?




Pre - Meeting

Formal Issues Resolution Process Form

What are we trying to | Owner. Parties:
do?
Date: Version:
Pfan >  “Actand Check —

1. Background:

Ly

Provide a concise background o

the problem — why is this an issue?

" 5. Target Conditions:

Building on goals
Where do we want to be?
What are the alternatives?

How do the alternatives rate?

2. Current Conditions:

What is going on?
Provide exact evidence of the issue
using facts, dates and times.

What is the extent of the problem?

6. Implementation Plan:

The timeline of further actions to
embed the resolution of the issue
(above and beyond following this

process)

During and Post-Meeting




3.Goal:

State the specific desired outcomes
for the resolution of the issue.
Where do we want to be, in

measurable terms?

Who What When Where

4. Cause Analysis:

What do we perceive to be the root
cause of the problem?
This may be changeable as more

information comes to light.

7. Follow Up:

How will you check the affect of the
actions and activities?

When will you check this?

Do you envisage likely further
issues?

Are any other mediating measures

needed?

Understanding the Process - Formal Issues Resolution Process Form

Informal and Formal Stages

Every effort should be made to resolve any issue before it is raised to the

formal process. However, in instances where there is considered to be risks




to the wellbeing of an individual(s), then immediate ‘raising’ of the issue to

the formal stage should be progressed.

What are we trying to do?

In this section the ‘owner’ of the process is the person who leads the
completion of the form and undertakes all the data gathering, mediation
activity, organisation of meetings etc. It is likely that in most cases this will
be an OU Curriculum Tutor. The parties may include students, schools,
practice tutors or curriculum tutors. Versions should range from V1to V4 and

are outlined within the process.

Background
In this section, the owner should describe the situation as succinctly as

possible. Owners should be factual and balanced.

Current Conditions (and building evidence)

Within this section the owner needs to build the evidence from all parties
concerned. If a student or school support has been raised as a concern, then
the owner should be sensitive to the personal relationships involved.
Ultimately, all evidence should be factual and not involve personal attacks.
Professional dialogue should be constructive in terms of building this
evidence. The owner may embed emails or other evidence within this

section of the form.

Goal



Ultimately the goal would always result in the successful completion of
practice learning in the setting, whilst safeguarding the wellbeing and
learning of pupils. However, the goal should be realistic against the
background and conditions outlined, and thus should be tempered
appropriately. For example, this may mean the goal is a transitioned
withdrawal from the placement, or a support framework for re-entry into

partnership.

Cause Analysis
The owner should make an honest and transparent assessment of their
assessment of the causes of the issue. In doing so, this should be (a)

evidence based, and (b) sensitive to all parties concerned.

Target Conditions
The target conditions should build upon the goal and consider some refined
alternatives, this should be developed through the formal meetings as

outlined in the process.

Implementation Plan

The implementation Plan should be developed as a result of the meetings
that take place as a results of the process. The slecifics of the
implementation plan should only be agreed if a resoultion is found. They
should be based on SMART targets, and include the following headings:

‘Who-What-When-Where’

Follow-up



All resolved issues should be closely monitored by active monitoring of the
resolution. Any monitoring should be clearly outlined on the Formal Issues
Resolution Process Form and should be measurable and time specified. In
the event that under any monitoring system it appears that the resolution is
not working, the owner should refer the issue back to the Director of the

Programme.



