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Introduction

W

Do you remember
your favourite teacher
at school?

Ms Easterling, my history teacher, was mine — not because she helped me with
the knowledge to answer the exam questions but instead for her enthusiasm and
passion for the subject. The lessons were fun and even working through the more
arcane details of the English Civil War didn’t seem like learning.

Well, at QA we have over
200 ‘Mr & Ms Easterlings’,
all as passionate and
knowledgeable about their
specialist areas. And how
do we know this? Because
you tell us: every customer
survey and delegate
feedback rates the quality of
our people, their knowledge
and their enthusiasm as

the top reason for choosing
QA training. This results in
90% of you saying you had
learnt valuable new skills
with us that will help your job
performance.

As one of the largest and
longest established training
companies in the UK we
have a lot to live up to.

We deliver over half a million
delegate days of training
every year and we constantly
challenge ourselves to keep
the same consistently high
quality on every single day.
Our ultimate measure of
success is what we have
achieved for our customers —
we never forget that training
isn't an end in itself: it is a
means to achieve better
performance.

William
\Vacpherson

And this comes back to
people — perhaps the real
key is the way in which we
build relationships with our
customers.

We listen carefully to what
you want, and then you trust
us to provide the exact skills
your organisation needs to
achieve greater business
success.

CEO-QA Lt

0845 757 3888 www.qa.com
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Fast facts

m £100M+ turnover
privately owned UK
business

m 300 employed learning
and subject specialists

250 dedicated
customer support
people

24 centres across UK
and global partners

Over 5,000 customers
including 80% of
FTSE-100 companies

500,000 delegate days
last year from 1,500
courses

91% of delegates
say our learning will
definitely improve job
performance

_

QA is one of the largest business
learning providers in the UK, developing
skills and capabilities for everyone from
apprentices to business leaders.

We believe continuous learning is the key to accelerating
individual growth and organisational performance, and we
are passionate about helping our clients gain competitive
advantage.

By investing in world-class curriculum and learning
professionals and platforms, we aim to become the
benchmark learning and development organisation.
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Our history and evolution

QA has been at the forefront of business skills training for
over 20 years. Through a mix of growth and acquisitions we
now have the most extensive national presence with training
centres and locally based customer support and account
teams across every area of the UK from Aberdeen to Bristol,

including five centres in London.

Our training has continued
to evolve with technology
and customer needs.

Some of our best-selling

IT courses are now Cloud
and virtualisation, including
providing early adopter
partner training for Microsoft
on their Azure Cloud services
and Hyper-V virtualisation
alongside market-leading
VMware courses. Our
project management
portfolio now covers an
extensive range of Agile

and Scrum courses and we
have recently introduced
Portfolio Management. It's
not only the range of courses
that we have evolved but

the learning options as

well. eLearning and Virtual
courses offer more innovation
in the way we can provide
learning.

(¥)

Our relationship with

our customers has also
evolved. As a result we
deliver extensive leadership
programmes that enable
accelerated business
transformation as part of
learning and development
programmes.

The latest stage in

our journey is the QA
Apprenticeships programme
and the launch of QA
Business School, extending
our mission of providing
highly relevant learning that
enables better real-world
performance for the business
teams and leaders of the
future.

For more information on our training
centre facilities and locations see

www.qa.com/locations



Expertise

Unilever

We have been working with Unilever
for a number of years with an extensive
learning and development programme.

Development of a consistent project methodology across
the 3,000-strong global IT team.

This was delivered using a blended learning programme of
classroom training, eLearning, virtual classrooms, workshops
and ongoing tutor support and coaching.

The net result was improving the consistency of project
delivery so that repeatable results could be guaranteed
wherever the project was initiated.

Supporting a Business Partnering programme to make IT
more strategic, proactive and business-focused.

A series of modules to develop and embed relationship and
professional IT consulting skills were rolled out to 200 key
participants, across Asia, the Middle East and the Americas.

This has enabled Unilever teams to pre-empt, prompt and
inspire the business to think of better ways to do things.

R&D leadership programme for the ‘One Unilever Mindset".

The development goals were to build high levels of
confidence and accountability and a focus to drive and
develop Unilever’s entrepreneurial culture.

A range of learning methods were used, including group
activities run virtually, personality assessments, targeted
background reading and classroom courses covering the
real-world application of case studies.

(¥

www.unilever.co.uk

&€& Following the training | can
already see clear benefits to
Unilever. A number of these

are based around stronger
relationships formed by those

who undertook the training, with
participants actively nurturing

their newly-formed networks and
sharing their learning with their
teams and local regions. The
individuals are also continuing

the work of the training, taking
their phase 2 challenge forward
and sharing their outputs with the
business. Overall, the participants
are thinking differently from when
they started the course — they are
looking for more interdependence
and cross-fertilisation and are more
open to thinking outside the box.33

Steph Carter | R&D Academy Director
Unilever




The QA experience

We know that to deliver a learning programme that helps
your organisation requires a number of elements, so the QA
experience is built on our four key strengths:

Broad curriculum and deep subject-matter expertise

We are focused on developing business, technical and
professional skills plus personal and leadership behaviours.
This covers everything from technical IT and project
management to leadership and professional development —
the broadest range of training available anywhere.

Broad I_eaming Scalable learning delivery
Curricu|um expemse Our dedicated support teams ensure all your training budget,
time and resource goes on learning and not administration.
Training can be delivered from our dedicated local QA training
Scalable centres, at your sites or on the move, via our eLearning. Our

Ieaming investment in customer portals and experienced programme

: administrators can streamline even the most complex training

dellvery roll-out.

@ Learning expertise to make a difference

Our learning is designed to make your organisation better and
we have deep experience in successful learning, ensuring
what we provide matches your business goals and the
outcomes you need.

@ Our people

As the leading learning provider we can attract and retain
the top talents in the UK. From the most engaging tutors to
creative course designers, helpful centre administrators to
responsive dedicated account managers, they’ll all ensure
you have the best learning experience.

(¥)

www.ga.com



Innovation

We've got over 25 years’ experience of delivering training in the classroom,
but we're constantly looking for new ways to deliver learning, in the way that

best suits individuals.

SrNging
to leamir

Learn from any location
with virtual courses

It's not always possible to travel to
attend a training course, and for many
people it's hard to be away from their
day-to-day role during working hours.
We've removed those boundaries to
learning with our virtual classroom
Courses.

Providing the flexibility to complete training from your office
or home, combined with the ability to schedule a course

in short blocks of learning across a number of weeks,

our virtual courses will give you the same high-quality
experience as our standard classroom training.

£&People are used to using new technologies in their day-
to-day lives — using a smartphone app to order shopping
or book cinema tickets, playing games and browsing the
internet on a tablet computer, or using a webcam to speak
to friends and relatives abroad. We believe that these
technologies can be used to access new skills and embed
learning in the business world. 3

Ron Edwards | Head of Virtual Learning

NnNovation

Whether it's developing eLearning to quickly and effectively
deliver new skills to a large group of people, delivering
training in virtual classrooms to reach people who aren’t
able to leave the office, or creating a bespoke programme of
blended learning types, we're ahead of the game.

Take learning at your own
pace with eLearning

Our elLearning uses leading-
edge technologies to bring
learning to life, enabling
study at an individual pace,
whenever and wherever you
want to learn. This is ideal
for different learning styles
as well as rolling out training
across geographic and time
boundaries, where classroom
training is just not feasible.

Using eLearning to drive
organisational change

If you're looking for a more
personalised approach,

our bespoke elLearning is
tailored to the circumstances
of your team or organisation.
Your requirements, existing
technology and project
scope will drive the most
appropriate solution
designed to meet your
objectives, all to the agreed
timescale and budget.
elLearning programmes
have been successfully
used across all sizes of
organisation to transform
performance, introduce
new processes or as part of
cultural change programmes.



Innovation

Developing bespoke el earning for
workforce management

Dell was planning the implementation of a Service Request
Toolset for their in-house field services organisation.

The application was known as Dell WFM (Workforce
Management).

QA was approached to develop eLearning content based on
four modules covered within the Dell WFEM application.

The requirements were clearly defined:

B Develop web training content

B Create clear course objectives and structure

B An easy to understand approach when designing
the content

Provide a modularised package

Include assessments

There should be a maximum 2.5 hours’ learning time
B Voice-over should be included

It was vital to the success of the project that QA and Dell
worked closely together, as both the eLearning content and
the WFM application software were being developed at the
same time. This meant working with Dell to determine areas
of the application that were stable enough to develop into
elearning content and both parties taking a flexible approach
to completion.

Interaction and assessment

The development incorporated a ‘Show me’ demonstration,
while a “Try me’ allowed users to interact with the programme
and a ‘Review me’ assessment at the end of the module to
test the knowledge gained and retained by the users. The
assessments combined scenario-based and multiple choice
questions throughout.

In addition to the eLearning content, QA produced an HTML
workbook to support users of the Dell WFM application. The
project was successfully delivered within eight months, within
budget and agreed timescales, and both products are being
fully utilised today.

(¥

For more information on our range of eLearning
services see www.ga.com/elearning

(¥

www.dell.co.uk

£&£The WFM training modules
were clearly some of the most
advanced and well-presented
computer-based training ever
seen at Dell. The training
methods used helped users

more easily understand WFM'’s
sometimes complex procedures
and instructions. Despite many
changes to the original timescales
and some changes in scope,

QA delivered the high-quality
product they promised. QA has
clearly demonstrated their ability
to deliver training products that far
exceed the run-of-the-mill products
delivered by other companies. )

Dell UK




Qur core curriculum

~roviding the broadest
range of skills

As one of the leading providers of

business learning and development we

are proud to show the extensive range
j of skills we cover. This reflects the real

needs of our customers and modern
organisations, where multi-skilling is the
norm and transformation in performance
comes from development of a range of
complementary skills — not just focusing
I on one simple technical skill.

£€At QA we know the quality of our training business areas of PRINCE2®, ITIL® Service
is highly dependent on the quality of our Management, Microsoft and information
experts and trainers — both their deep security.

knowledge of the subject areas and their The important thing is that our expertise
expertise and passion in transferring skills is gained from extensive real-world

to our delegates. experience, end-user communities across
Our team of subject experts is now well the world and high-level vendor links — so
over 200 strong and their expertise reflects our courses are always highly accurate

the needs of organisations everywhere. and focused on real-world deployment and
We have the largest pool of experts focused  benefits. 3

on new areas of Cloud, virtualisation, Agile
project management and collaboration,
alongside our long-standing experts on core

Jeff Barnes | Executive Director of Training

Within this brochure we hope to give you a flavour of what we can offer. To find out more
details on exactly what courses and certifications we can offer your organisation visit our
web site at www.ga.com or call us on 0845 757 3888.

PRINCE2®, ITIL® are registered trade marks of the Cabinet Office.
All third-party trademark rights acknowledged.
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Qur core curriculum

Jeft B
Bames ‘
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For our complete course catalogue see
www.qa.com/courses



Our core curriculum
Project and programme management

D
9

As the UK’s largest and most

‘0lec
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- and

MIMEe

management

Our range of training and certification courses cover all
areas of project and change management:

established provider of project

management and programme

management training, QA has built a n
reputation for excellence that is second u
to none. We work with clients across all .
industry sectors to develop the skills :

needed to help organisations manage

projects, programmes and change of all

kinds and sizes more effectively. ]

£&The great thing about QA being the largest provider of
project training is we get a much wider range of delegates
from all different industries. So when we work through real

examples from delegates, these provide a much better
real-world understanding of issues that projects will face
and how to overcome them.?3

David Wheater | Principal Lecturer

B

Project management

QA general project management and BCS certificates
PRINCE2®

APM Association for Project Management

PMI Project Management Institute

Agile project management and Scrum

Programme and portfolio management

MSP® Managing Successful Programmes
MoP™ Management of Portfolios

P30® Portfolio, Programme and Project Offices
PPS Programme and Project Sponsorship

Risk and change management

M_o_R® Management of Risk
PCM Principles of Change Management

PRINCE2®, M_o_R®, P30®, MSP® are registered trade marks
of the Cabinet Office. MoP™ is a trade mark of the Cabinet Office.

Al third-party trademark rights acknowledged.



Qur core curriculum

Project and programme management

Manchester
City Council

Measurably improving project delivery
in Manchester

We worked closely with Manchester City Council (MCC) to
drive its ‘Manchester Method’ across an increasingly diverse
range of projects. The learning experience was designed
to maximise participation, employing a practical approach
that led delegates through relevant examples, as well as
discussion of issues faced in their roles and how the method
could be applied to help these situations.

To ensure the method was embedded across the structure
of the organisation, training was extended to all levels of the
council, including board level.

The programme has delivered some significant benefits,
including a 30-34% increase in the number of projects
delivered within agreed time and cost parameters over the
last five years, meaning 92-95% of projects are now delivered
within tolerances. A big contributor to success has been

the cultural change at MCC, with teams displaying a more
structured approach to realising benefits, with capture, review
and assessment taking place throughout the project lifecycle.

To date almost 1,500 MCC staff and delivery partners
engaged in project delivery have benefited from the course,
which has become a key element of personal development,
collaborative working and capacity building in the council.

()

(¥

www.manchester.gov.uk

£6Our aim is to achieve better
outcomes for the people of
Manchester through the effective
delivery of projects.

We selected QA as our training
provider due to their industry
experience, cost-effective delivery
and their desire to help us achieve
a higher level of project maturity
within the organisation.?3

Kevin Fletcher | Strategic Planner
Manchester City Council

For more information on our range of project and programme

management courses see www.ga.com/ppm
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Our core curriculum

Project and programme management

Successfully delivering
real-world projects

Project management isn’'t something to be left to chance —
keeping activities and costs controlled while delivering to

an agreed standard requires both planning and skill. Today,
recognised and proven project and programme management
methodologies form the backbone of how organisations
successfully implement change.

But it is an unfortunate research fact that only 32% of all
projects are delivered on time, on budget and with the
required features and functions. To avoid that fate it is
important an organisation has not only the knowledge and
tools it needs to manage change but the skills to apply these
in a real-world setting.

At QA we have long championed real-world effectiveness
over just gaining accreditation. We employ experts with deep

u industry experience and run in-action workshops to look

at real-world project management application. We provide
ongoing problem support from our tutors to ensure people
who train with QA are equipped to be the most highly effective
project managers.

Portfolio, Change and
Risk Management

To fully align with an organisation’s
strategic objectives, projects and
programmes ultimately need to realise
benefits, not just deliver the outputs.

To enable this our curriculum covers the Management of
Portfolios, Management of Risk and Principles of Change
Management, to ensure those tasked with business change
use a fit-for-purpose methodology effectively.




Increase the pace of
change with Agile

The new economic challenges mean
organisations are looking for new
methods to implement change faster
than traditional project management
methodologies can support. Agile
project management is a set of
frameworks that cover the people and
practices required to deliver successful
projects and help manage any form of
business change on time and within
budget.

Our core curriculum
Project and programme management

We provide Agile and Scrum
courses that are ideal for
both IT programming and
general project and business
change users. Our courses
are focused on developing
the competencies and skills

to effectively manage the
processes, people and
technologies required for a
successful Agile delivery.

|

(¥

Bespoke programmes
and project services

Often, an organisation’s project
management training-needs dictate
something more intensive than

standard training courses can provide.
We have wide-ranging experience
delivering project management training
programmes to organisations of all sizes
across both standard and bespoke
methodologies.

At the project outset, a detailed business process goals
and then training-needs analysis will accurately determine
the approach required. Then our learning consultants can
recommend the most effective training, including classroom
training, virtual and eLearning, intensive workshops and
coaching, creating a single ‘blended’ managed training
programme.

For more information on our range of project and programme

management courses see Www.ga.com/ppm




Qur core curriculum
Service management

B

Service
management

At QA we provide service management training and
consulting services to help develop the skills your organisation
needs to make use of established service management
frameworks. Our aim is to enable you to not only make
effective service management a key part of the way that

your business operates, but also to help you create a major
commercial advantage.

We help organisations to:
B Transform the performance of their service desk
B Introduce a structured approach to service management

B |dentify issues and challenges with their current processes
and implement the skills to solve them

Our range of training and certification courses cover the
key service management areas:

m [TIL®

B SDI Service Desk Institute
H SO 20000

B BCS Service Management

£€I've been involved with ITIL® for 20 years, both as a service
desk manager and at QA, working with clients from areas as
diverse as major hospitals, manufacturing businesses and
high street banks. The most successful programmes have
always included the whole service department, starting with
the right level of management sponsorship.3?

Terry Ellis | Senior Principal Lecturer

ITIL® is a registered trade mark of the Cabinet Office.
All third-party trademark rights acknowledged.




Qur core curriculum

Service management

NHS South of
Tyne and Wear

Transforming the service desk for NHS
South of Tyne and Wear

During 2010 the informatics department of NHS South of Tyne
and Wear embarked on a service improvement programme.
Senior ICT management needed to benchmark their IT service
desk against industry best practice to demonstrate the value
provided to the wider organisation and to gain recognition

of their service desk staff. QA managed their Service Desk
Institute (SDI) assessment and audit activities.

Commitment to a centre of excellence

The first task was to health-check the service desk against
the nine key elements of the SDI standard. This focused

on group interviews and initial observations to determine
how these key elements were currently implemented within
the service desk. The report identified a clear commitment
from key stakeholders and staff to develop the service desk
into a centre of excellence. However, several issues had to
be overcome in order to achieve the higher levels of SDI
certification. Using the recommendations as a roadmap and
with support from QA, the service desk management team
addressed these issues over the course of several months.

The audit, conducted by two of QA's experienced service
management consultants, included a mixture of group and
individual interviews, observations and an evidence review.

It was designed to verify how the recommendations had
been implemented and how mature the implementation had
become since the initial assessment. Following the audit it
was recognised that the majority of issues highlighted earlier
in the year had been addressed. The overwhelming evidence
illustrated that the service desk truly supported its customer
base and had an impressive support capability.

(¥

(¥

www.sotw.nhs.uk

The service desk achieved a two-
star maturity level in recognition

of a proactive service desk. The
result provided the service desk
staff and management team with
tangible evidence that all their hard
work and commitment had paid off
and demonstrated their dedication
in striving for customer service
excellence.

€& This is a fantastic achievement
for all of the ICT service desk
staff. As a result of achieving the
accreditation we have identified
further service improvements to
ensure the service continually
improves. 3

David Laidler | ICT Service Desk
Manager, NHS South of Tyne and Wear

For more information on our range of service management

courses see www.ga.com/sm




Qur core curriculum
Business systems design

For those involved in creating, developing and testing
business systems, there’s no better choice for the
specialist training required than QA.

SUSINESS
systems design

We provide a range of -
training courses that
cover the entire business

D development lifecycle,
including business
EREWSIFESYSICInS
architecture and design,
systems development and
systems testing. Most of
our courses lead people
towards a recognised
qualification, which provides
a benchmark for their skills
and an assurance of ability
in the field.
B Business analysis

B System architecture
and design

Systems development
Software testing
TOGAF®

Six Sigma

Lean

k&Leading a team of business systems specialists, | know
how important this bedrock of IT projects is.

By covering a broad curriculum of everything from business
genetics to architecture and testing we can provide the
practical skills and approach that will help your specific
needs.’)

Bill Aitken | Head of Business Systems Design

The Open Group Certification logo is a trademark and the word TOGAF® is a registered trademark of The Open Group in
the United States and other countries.

All third-party trademark rights acknowledged.




Qur core curriculum

Business systems design

£EAt QA we have always
strived to ensure we can
provide the complete range
of technical, business and
professional skills for all
organisations — which is
why our business systems
training is important to
many of our customers,
complementing the technica
and project training required
for really successful change
projects. 3

Bill Walker |
Commercial Director

Business systems design
is critical to the success of
enterprise IT projects.

To provide the highest quality
certification QA offers skills
paths leading to diplomas
from the BCS, The Chartered
Institute for IT:

® Diploma in Business
Analysis

B Diploma in Solutions
Development

Over half of all the

BCS business analysis
certification training in the
UK is with QA, so you can
be confident we have the
expertise in this area to
develop the skills you need.

For more information on our range of business systems
and analysis courses see www.ga.com/bsd



Our core curriculum

Lean and Lean Six Sigma

Does your organisation want to improve customer value, reduce costs, improve
quality and reduce timescales? You can achieve all these benefits and more by
making sure that your staff are Lean Six Sigma certified.

Lean and Lean Six Sigma

Improve business
performance

The Lean Six Sigma best
practice methodology
provides tools to solve
problems, simplify processes
and improve business
performance. Used across
the manufacturing, service
and public sectors it
improves customer service
and satisfaction levels.

Lean and Six Sigma are
both proven to improve
performance, and have
been successfully deployed
in many organisations.
Whilst both originated in
manufacturing they are
equally applicable in a range
of service organisations

and the public sector. They
provide you with the ability
to maximise customer,
employee and shareholder
value by minimising process
variation and waste.

Your route to certification

We offer the full range of
Lean Six Sigma courses,
whether you need a
high-level overview or want to
complete the full certification
path.

Lean Six Sigma
consultancy

We can provide consultancy
services to help you make
performance improvement
happen through effective
knowledge and skills transfer.
m Completing projects

m Defining/establishing
management systems

B Building organisational
commitment

m Providing coaching
support to newly qualified
staff

m Developing bespoke
training programmes

.l

€& The focus of Six Sigma is fundamentally about quality, customer focus and cost, whereas
Lean is about value, cost and speed. With our courses and certification we have brought

these together to provide a set of best practice tools and methodology to transform your

organisation.?J

Bill Walker | Commercial Director



Qur core curriculum
Green IT

Saving money and
carbon emissions

Technology and IT are at the forefront of programmes to
reduce carbon emissions and environmental impact across

many organisations and sectors. Less travel, reductions in

office power consumption and improvements in production and

logistics efficiency all contribute not only to a smaller carbon

footprint but also reduces impact from volatile energy costs.

But how do organisations
ensure these reductions are
not transferred into increased
IT energy consumption

and environmental impact,
especially when many data
centres are already operating
near maximum limits?

To help organisations
understand how this can be
done, QA provides green

IT courses to achieve a
win/win scenario: saving
substantial costs, whilst
contributing to the delivery

(¥

of the organisation’s green
credentials. Our courses
will guide individuals and
organisations on how to
provide the right computing
infrastructure, while reducing
the organisation’s overall
carbon emissions and
footprint.

In conjunction with the BCS,
The Chartered Institute for IT,
QA has pioneered the world’s
first professional body
recognised accreditation

in green IT, with the BCS

Foundation Certificate in
Green IT. The courses will
provide a full understanding
of green IT including
legislation and policy.

In addition it will enable
organisations to identify and
baseline green IT credentials
and provide the skills
required to fully understand
the practicalities of energy
efficiency and delivering a
green IT plan.

£€Organisations are facing a ‘perfect storm’ where the forces
of legislation, ecology, economics and publicity collide

— it's all too easy to see green IT as being just about the
environment but that’s just one aspect. Organisations need to
also significantly-reduce their running costs; be ready to-meet
carbon emission and energy reduction targets and fend off
the bad publicity and shareholder backlash that comes from
not being environmentally responsible.?

For more information on our range of Green IT
courses see www.ga.com/green

Mark O’Neill | Head of Green IT Learning Consultancy




Qur core curriculum

Technical IT
lechnical 11
The biggest influence on the success of IT projects and

ongoing operation is the skill of the people deploying and

operating the technology. That's why our IT training is all

about practical experience, not paper theory. So our courses

include a high amount of hands-on practical exercises in our

custom IT labs, designed to really test new skills in a safe
D environment and develop real-world skKills.

Technology never stands still, so our range of courses is constantly evolving — you can be
confident we will support the evolution of your business and IT strategies. For example, we
are continually growing the courses we offer around the whole Cloud and collaboration ICT
ecosystem, with our experts staying at the forefront of this area.

Aswellas Security Data Programming Database
vendor-specific

training we offer Information security Data Java development Data warehousing
a full range of Encryption communications & Visual Basic Database analysis
IT solutions Ethical hacking networking .NET

training, covering Ethernat C#

both spec'ific VolIP & convergence Perl and Python

technologies IPv6
and our own

QA Authored

courses, built on

the expertise of

our technology

community.

We work with all major IT vendors to deliver the most
D exte_n_sivg curri_culum_ of both training courses and

certifications, including:

B Adobe B NetApp

m Cisco m Novell

B Citrix B Oracle

m EC Council B Red Hat

H [BM B Siebel

B Microsoft B VMware

All third-party trademark rights acknowledged.




Qur core curriculum

Technical IT

Leading-edge solution
knowledge for Dell

With the introduction of Microsoft's Windows Server 2008

and HyperV technology, Dell needed to skill and certify its
EMEA team of senior solution architects. Working within

its global infrastructure and consulting services division,

this senior team would ultimately lead the architecture and
implementation of Dell’'s key customer deployments in these
technologies. As a result, they needed training at a very early
stage, prior to the release of the products to market.

QA worked closely with both Dell and Microsoft to develop
a unique training programme, combining best practice
knowledge transfer with certification.

B Speed to market: the programme delivered training
content on leading-edge Windows Server 2008 beta
Microsoft Official Curriculum (MOC) materials before they
were generally released.

Inclusion of Dell's ‘best practice’: in addition to Dell's own
technology IP, the training also covered content on how
Dell would sell and position their ‘best practice’ solutions.

‘Just-in-time’ certification: mobile exam classrooms were
set up so that candidates could become certified at the

end of each course from the variety of locations around

Europe.

(¥

For more information on our range of technical IT

courses see www.ga.com/technical

(¥

www.dell.co.uk

t&Having a leading team of
certified consultants was an
important part of our strategy and
| believe has been instrumental in
helping the number of customer
wins and successes we have had
in this area.

Working with QA exceeded all

my expectations — they are an
innovative partner with leading-
edge delivery skills, who have
worked incredibly hard to ensure
the whole training programme, both
for the individuals involved and for
the impact it has had on the wider
business, has been a complete
success.?)

Terry Storey | Senior Solutions
Architect — Microsoft Global
Infrastructure Consulting Services,
Dell Solutions
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Knowledge
in a box

As the UK'’s largest
provider of Microsoft
training and certification
we provide the unique
knowledge in a box
package, which combines
blended learning into one
seamless programme.
Everything needed to
become certified is
included: a self-paced
learning kit, classroom
training courses, practice
tests and examinations.

www.qa.com/kiab

Qur core curriculum
Technical IT

Accreditatior
and certimcation

Having people with the right skills is vital to getting the most
out of technology investments and business-critical systems.
So having the linked certifications and accreditations is
important in formalising skills planning across teams, as well
as demonstrating a high-level of quality management

and governance.

As the UK'’s largest provider of professional IT skills
certification we have wide experience in both providing
ongoing certification paths and preparing delegates
effectively for exams — whilst making sure these skills are
always relevant to real-world use.

Our range of certification training covers all the key
business IT technologies:

B Microsoft MCITP, MCPD and MCTS

m Cisco CCNA, CCNP and CCIE

B Citrix CCA, CCEE and CCIA —
u

u

Oracle Certified Associate, Professional and Master ‘ ‘

VMware Certified Professional, Advanced Professional
and Design Expert

CompTIA
Red Hat
W Ethical Hacker

Different learning styles

We provide certification programmes and paths that are
flexible to suit both individual learning styles and business
objectives. So we can provide a modular approach to
certification, which combines regular classroom courses with
elLearning, through to fast-track courses that use an intensive
learning environment to bring rapid certification.

Our learning advisors and programme directors are experts in identifying the most appropriate

blend of approaches from our extensive choice of public schedule, eLearning, virtual,
residential and on-site course options.

All third-party trademark rights acknowledged.
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Adrian
Jakeman

QA is recognised by Microsoft on a global level as
being one of its leading partners for quality and
innovation, having won the prestigious Microsoft
Worldwide Partner Award for learning solutions.

£&We have always had an extremely close relationship
with Microsoft, delivering early-adopter training within
Microsoft and to key partners before services are
widely launched. This includes sitting on Microsoft’s
Partner Advisory Council in Redmond, USA, which is a
great two-way process for us to pass on our expertise
of training best practice and continue our early visibility
of new Microsoft technology.

In QA we have over 70 Microsoft experts and seven
Principal Technologists. That level of early technology
visibility gives our trainers a deeper overall knowledge,
which pays dividends on more standard courses

as we are so familiar with every aspect of Microsoft
technology. 9

Adrian Jakeman | Head of Microsoft Training

(¥)

For more information on our range of technical
IT courses see www.qa.com/technical



Qur core curriculum
Business applications

B SUSINESS
applications

Office applications have become such a core part of business
life that it's easy to overlook the need for applications training
and the impact this can have on the productivity of an
organisation.

At QA, we have extensive experience in showing all types of Our training courses cover a
people how to get the most out of Microsoft Office; the most wide range of productivity-
widely used productivity application. We are also experts in improving business

training SharePoint and showing users how to get the most applications including:

out of Microsoft's collaboration solutions. B Microsoft Office from 2003
The key is to learn just what you need to know. Your workforce to 2010

doesn't have to learn each and every feature of today’s B Microsoft Office 365

complex desktop applications, they just need to learn those
features which are needed to perform their jobs. This focus
dramatically cuts the time spent learning, and increases B SAP end-user and Crystal
retention of new knowledge. Reports

B Microsoft SharePoint

B Adobe Creative Suite




Qur core curriculum

Business applications

W

Large-scale and bespoke
applications training programmes

Investing in new systems and upgrading business applications to improve 27
productivity can be expensive — and the planned benefits don’t happen until

everyone across an organisation starts using the new applications correctly and

effectively. So training all your business users in how to get the most from the new

applications can make a major difference to investment return.

At QA we have the
experience and track record
of delivering nationwide
applications training

In addition to our scheduled
training courses, we also
regularly develop bespoke
applications training courses.

programmes to thousands
of people. Using a mix of
scheduled training courses,
elLearning, workshops and
on-site coaching we have
helped some of the UK’s
best-known brands get
more from their business
applications.

These can incorporate key
internal applications linked
to your business processes,
along with standard
packages, all in one training
programme.

To see examples of bespoke eLearning training
we have designed for applications training see
www.bespoke-elearning.qa.com

www.flybmi.com

bmi ‘

Maximising the value of PC
upgrades for bmi

bmi worked with QA to train 1,500 users across the world as part of a massive PC
and laptop upgrade programme. We trained small groups in manageable three-hour
sessions, whilst their desktops or laptops were upgraded with the new software. This
method allowed staff to begin to use their new systems immediately, to ensure the
learning was instantly applied.

- J

The training didn’t cover just the new software, but also
included new company policies. A safety net was provided
for those people who had specific queries, by using a team
of QA expert ‘floor walkers’ — trainers who were on hand

to provide instant, at-desk tuition. The result was that bmi
achieved a great return on investment for their technology
upgrade programme.

For more information on our range of business applications
courses see www.gqa.com/businessapplications



Our core curriculum
Professional development

“rofessional
development

Professional development training at QA is designed to
improve your business performance by transforming the
understanding, behaviour and attitudes of your people.

By combining a strong core curriculum of public courses with bespoke learning programmes
we can provide you with the skills your people need to shine.

Training that really makes a  We've worked with

difference organisations including
For individuals, teams and Unilever, British Airways
companies we build the skills ~ @nd the MoD to create
needed to make the most of learning programmes

their day-to-day role. Across  that support organisation
five key areas our courses change, provide tactics for
are designed to make resolving conflict, develop
an immediate impact on skills for new managers,
returning to the workplace. and transform personal

effectiveness across teams.

B Business relationships
Our programmes really get

m Communication skills to the heart of the challenges
W Customer service you face.
B Management and

leadership A fresh approach to

. learning
B Personal effectiveness -
Everyone learns in different
Developing programmes ways so all our courses
for change are developed to provide
Professional development arange of methods to take

at QA doesn't just mean in information. Whether it's
providing training, we also working.in the classroom with
work to embed the learning other attendees to brainstorm
in your workplace. From a different approaches to a
targeted intervention for a problem, delivering training
handful of people, through globally via video-conference

to rolling out new skills to or backing up a training
a workforce of hundreds course with eLearning, we're
we've got the experience always looking at new ways

to develop a learning to deliver learning.

programme that will work for
your organisation.




Qur core curriculum
Professional development

£€QA'’s training was effective and well received. ACCESS is setting new standards within
the public sector in property and ICT services and this programme has inspired our team to
raise the bar further.33

Joe Boyle | Chief Operating Officer, ACCESS

ACCESS

Creating a centre of excellence for (¥)
customer service www.access.uk.com

ACCESS provides ICT and property support services within
the public sector, handling approximately 2,000 support calls
every week. It's a joint venture between Glasgow City Council
and Serco.

As an organisation passionate about customer service,
ACCESS wanted to raise the bar, and although customer
satisfaction levels were already comfortably exceeding their
targets, they wanted to create a centre of excellence for
customer service.

A highly engaging programme

Engagement with key stakeholders from the ACCESS
management team and working with front-line staff led to the
development of a bespoke programme including the following
two-day workshops:

B Maximising customer satisfaction in a service environment
B |eading customer satisfaction in a service environment

B Customer satisfaction on the front line £€€QA's training programme

These highly engaging workshops were delivered in just 10 helped to develop a shared,
weeks to nearly 300 people. focused customer service

The programme enabled individuals to become more aware throughout ACCESS and enabled
of how pivotal their role was to enhancing the customer our customer service teams to
experience. They were able to share knowledge, recognise identify, reflect and build upon their
the talents they already had, and identify the skills they would collective talent. 33

need to develop in order to deliver even higher levels of
customer service excellence.

Chris Zochowski | Quality and
Performance Manager, ACCESS

A visible improvement to customer satisfaction

In just one month following the training, overall customer
satisfaction showed visible improvements, with an upward
shift in customer satisfaction rating from 91.5% at the end of
December to an impressive 94.1% in April.

For more information on our range of professional development
courses see www.ga.com/profdev




Qur core curriculum
Professional development

Premier
Farnell plc

Delivering a trans-Atlantic, virtual
distance-learning solution

Premier Farnell plc is a leading edge, global, multi-channel,
high service distributor supporting millions of engineers and
purchasing professionals worldwide.

Premier Farnell’'s business process and change management
(BPCM) team were facing a challenge when they needed to
receive ‘finance for non-financial managers’ training. Learning
together and sharing experiences and knowledge all at the
same time is difficult when the team is split between the UK
and Chicago.

The solution meant creating a virtual classroom, both in the
physical set-up and in the way the learning environment
feels to the delegates. This created the sense that the
delegates are working side-by-side and developing a sense
of connection that enabled people to share thoughts and
information instantly, which were all critical success factors.

An innovative solution to deliver core skills

Using multiple technologies, including WebEx in conjunction
with video conferencing, allowed delegates to share
resources, information, address problems, work out solutions
and learn about tools and methodologies at the same time,
and everyone contributed and improved their knowledge.

QA worked very closely with the client from the outset to

help identify their precise requirements and tailor the course
content to focus on relevant topics and on the issues that
mattered most to them. While the course was shortened to
accommodate the time differences with the US, they were still
scheduled to start at 6am their time, so it was vital that the
course kept them engaged and enthused.

(¥

www.premierfarnell.com

The video element enabled Simon
Girdler, the trainer, to connect in

a more personal way with the US
team.

£€\We recognise that body
language accounts for more than
50% of the impact of effective
communication, and by using
video it helped to eliminate

the physical distance between
colleagues and accelerate rapport
building and team interaction.’?

&&Dynamic, engaging delivery, a
great team and right on the nail for
content. It was an auspicious start
to our virtual training programme.
We have used WebEx before for
meetings and conferences, but
QA has inspired us to deliver more
training this way, using multiple
technologies.?)

Christine Ellis | Global Business
Process & Change Programme Officer —
Premier Farnell
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£&£Some people describe this type of training as ‘soft
skills’. We don't think there’s anything soft about
improving your performance at work. An ability to build
relationships, drive change and lead others will give
you, and your organisation, real sustainable competitive
advantage. )

Louise Croft | Director of Professional Development

(%)

For more information on our range of professional
development courses see www.qa.com/profdev



Our learning programmes

A complete

solution to learmning

From a comprehensive managed learning solu

tion to bespoke training precisely

targeted at your business requirements, our programmes can transform learning in

your organisation.

Designed to take learning beyond the Bespoke and tailored programmes

classroom. our programmes can embed Creating programmes from scratch, or based on our standard
' training courses, we work with each customer to make sure

new skills in people’s day-to-day roles, that your learning programme meets your exact needs.

provide a new approach to business We

can combine a range of training techniques with

challenges and create a positive change  innovative learning activities:

in behaviour.

I

Tailored training

Blended programmes including eLearning and virtual
courses

Coaching and mentoring

Floorwalking and 1:1 support

Workshops and ‘lunch and learn’ sessions
Theatre-based learning

All our learning programmes, whether delivered as a single

set of courses or as part of a broader learning service,
are designed to encourage people to own their new skills
and to embed the learning effectively in the culture of your
organisation.
Our approach to learning programmes
Engage Learn Embed

52 Communicate goals Develop skills Practise new skills

o . .

= Generate interest Change behaviours Reinforce learning

03_ Motivate learners Share best practice

> &

Infomercial Classroom Coaching

Podcast Distance learning Knowledge nuggets
Auditorium Forum theatre Quizzes
Surveys Simulation

Examples

World cafe eLearning Action learning sets




Our learning programmes

Cummins Turbo
Technologies

An active leadership programme
prepares the management team at
Cummins Turbo Technologies for rapid

business expansion

Cummins Turbo Technologies wanted to strengthen the
competencies of its management community during a period
of considerable growth, and chose QA to design and deliver
a bespoke leadership training programme. They wanted

to equip its current and future managers with the skills,
knowledge and behaviours that would support them in their
roles and drive the organisation forward.

Targeting specific skills and development needs

QA developed a ten-module programme titled the ‘Active
Leadership Programme’ (ALP). Each module targeted specific
skills and development needs, directly linked to Cummins’
Leadership Skills Framework.

The first three modules focused on evaluating the managers’
current performance and recognising any behaviours that
added no value to their roles. This allowed them to redirect
their time and attention towards more valuable activities.
The remaining modules focused on building the skills and
behaviours that effective and efficient managers should
demonstrate.

The programme employed a blended learning approach
that incorporated classroom based, instructor-led learning
alongside a range of group activities and multimedia
methods, including videos and business simulations.

Positive behavioural changes

Following its initial success the programme is being cascaded
to several other divisions within the Cummins group, including
delivery in two USA plants and a rollout planned in India.

(¥

(¥

www.cummins.com

Since the launch of ALP, a number

of behavioural changes have

been observed in Cummins

Turbo Technologies’ management

community, including:

B Cascading of new tools and
techniques from management to
their teams, along with increased
networking and sharing of learning
within teams
Managers engaging in supporting,
sponsoring, coaching and
mentoring colleagues
A reduction in dependency on HR
by the management population
as they take ownership of
performance management
Increased innovative and
entrepreneurial spirit.

£&The programme design and
delivery has really exceeded

my expectations, the whole
programme has a feel of quality
and inspiration about it. A
significant side benefit of working
alongside the Strategic L&D
Consultant has been coaching to
improve our own internal facilitation
skills, which has had an impact
not only on our ability to roll out
the programme itself, but also

on the other topics we deliver,
creating a new style of delivery to
engage learners better on multiple
topics. 33

David Farrell | Training & Development
Leader, Cummins Turbo Technologies

For more information on our range of managed learning

services see www.qa.com/mls
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Our learning programmes

o Managed learning
Qﬂ services

From administration through to learning strategy, QA provides
an MLS which is designed to support your organisation

in delivering real business value through learning. With
experience across a wide range of learning methodologies
and market sectors QA successfully delivers continuous
service benefits to organisations in financial, communications,
technology, manufacturing and public sectors.

knowledge, understanding and flexible approach to deliver services including full learning
management, supplier management, management information and measurement of learning
effectiveness, plus the development of learning portfolios and bespoke programmes to meet
your needs. We use our wide experience of learning to provide guidance on the best solutions
for your organisation, while ensuring that the service clearly meets your business objectives.

{ As one of the world’s top twenty providers of learning outsourcing, we've got the experience,

Our managed learning service model

Portfolio
management

Embed Develop
learning learning

Service
management

Smart
sourcing

Learning
management

strategy

) N . Identify savings Targeted Enhance Business-aligned
Gain understanding Gain control and benefits learning performance benefit

Tactical learning — Individual level

@ Learning transformations - Team level

@ Organisational performance — Business level

£€An individual training course is great when you want
to update the skills of a small group of people, or you
need a quick look at a new technology. But what about
changing the approach of your whole organisation,
making sure a staff of thousands is being skilled in
subjects directly relevant to the performance of your
business, and training is co-ordinated to ensure
successful results, high quality and best value. That's
when you need an MLS and tailored programmes. 33

Giles Smith | Head of Strategic Client Solutions



Our learning programmes

&&News International has benefited from QA's professional managed service, successfully
engaging QA in many transformational projects across the organisation. We are always
confident that QA can deliver quality training to meet whatever needs we may have. Our
satisfaction results, both formal and informal, are always very positive and prove that time

after time they deliver.?

Glen Phillpotts | Senior Training Business Partner, News International

News
International

Becoming a trusted learning partner for
News International

News International’s desire to move to an external training
business partner model required a trusted partner that could
deliver a flexible service based on subject knowledge,
learning skills and coverage. QA was the partner of choice.

A flexible and tailored solution

Our approach was to deliver a flexible and tailored
solution in the form of a managed learning service.
During the implementation phase QA worked closely
with News International to design a solution that ensured
the transformation required was achieved and key goals
recognised.

Key features of our solution included:

B An operationally robust and scalable offering based
on pre-agreed service levels and aligned to News
International’s business goals

B Efficient and effective procurement of a comprehensive
range of high-quality curriculum and courses both directly
delivered and third-party sourced

B QA-delivered bespoke curriculum

B A broad range of delivery methodologies

B Alignment of service to News International’s business
process and authorisation procedures

B Measures of effectiveness for the service and learning
programmes

B Complete management control through comprehensive
online approval processes and reporting. This consists of
a bespoke suite of reports that provide data on-a range
of metrics from spend, savings and delegate numbers,
through to cancellations and quality scores

B Access to systems and tools that support a complete
learning and development lifecycle

(¥

www.newsinternational.co.uk

Delivering real benefit

Ensuring training is aligned to the particular business
needs of News International means that the associated
learning delivers real benefit and business advantage
to them. QA's expertise and depth of learning resources
ensure this outcome is achieved in the most timely and
cost-effective manner.

The success of our solution and the effective partnership
approach is demonstrated in the following benefits
recognised by News International:

B Significantly reduced cost of training (average cost
reduction
of 39%)

B Targeted training provision and subsequent learning
effectiveness (90% delegate satisfaction from 3,701
delegates trained)

B Administration and delivery resources available
on demand, offering effective utilisation of trainers
(200 QA-employed instructors) and supporting
administrative capability

B Reduced administration and procurement costs

B Integrated approach to learning and development,
working closely with News International’s business
partners

For more information on our range of managed learning
services see www.gqa.com/mis
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A lifetime of learning

Apprenticesnips

Building on our 25-year heritage as the UK’s leading IT training
provider we have developed high-quality apprenticeship
programmes that employers value and apprentices connect
with. With significant ongoing skills shortages in the IT sector
our apprenticeship programmes provide a unique way for
employers to meet their IT staffing needs by bringing young
talent into the IT market.

A real alternative to
graduate induction
Organisations taking

on young recruits often
consider graduates.

But many young people
are put off university
because of the potential
financial burden, as well
as a desire to progress
faster into a career.
Apprenticeships have
backing from all political
parties and solid funding,
so are increasingly a
viable alternative to
graduates.

With comprehensive
support from QA,
including rigorous initial
screening, training and
work-based assessment,
our apprenticeships
provide a low-cost, low-
risk method of developing
IT talent.

Our government-funded apprenticeship programmes are
work-based, which enables organisations to gain more
productivity from apprentices who work and earn while

they are learning. As well as apprenticeship programmes
for school and college leavers we also offer higher
apprenticeships, providing a foundation degree level
programme. Our apprenticeships cover a range of roles in
the IT industry from support, developer, project management,
administration and sales.

We have worked with some of the UK’s largest and best-
known employers using our expertise to design customised
programmes that include project management, business and
management skills — all focused on strategic business goals.

Atos
nn *» | www.uk.atosorigin.com
Origin

Developing talent for the future at Atos Origin

QA is running a wide-ranging apprenticeship programme for Atos Origin, including

two streams:

B Eight apprentices in managed operations, working in support areas such as service desk,
Wintel and EMC

B Six apprentices in systems integration to place on the new Microsoft developer programme
for 2011, where apprentices will be in the development factory for 12-months

The strict selection and vetting of candidates by QA and e-Skills (in partnership with Microsoft)
ensures only those of the highest calibre are put forward for final selection by Atos Origin,
helping make the programme a success for all parties.

k&1 have been hugely impressed by the calibre of young
people | have seen coming via this scheme. | have four

in my area of the business, all equally bright, enthusiastic
and mature; they have brought a breath of fresh air to the
operation and were very quickly viewed as valuable and
productive team members. | have signed up to have six more
in the operation next year.JJ

Mary Chevalier | UK Service Desk Operations Manager, Atos Origin



A lifetime of learning
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Ben ‘
Pike

£6We appreciate the challenges that large and small
organisations have with recruiting and developing the IT talent
of the future, especially when headcount and budgets are
tight. Our IT apprenticeship scheme tackles this challenge.

| believe the programme delivers a significantly better calibre

of recruit, with @ more rounded combination of skills — not just
the technical skills needed to do the job, but also the ‘soft’
skills needed to interact, contribute, learn and be a bettér®

employee. And it's not only the qualifications — the scheme
develops people’s passion for their work and a confident =
self-motivation that really helps them quickly-contribute to'the =
performance of an organisation.¥J

Ben Pike | Director



A lifetime of learning

SUSINESS SChoo

As one of the leading providers of real-world business training
’ ‘ and development, it was a natural extension for QA to create a
business school where we could use the deep expertise of our
team to provide a valuable alternative for undergraduate and
postgraduate study.

All our programmes provide Our programmes cover

an education of the highest an ever-expanding area
quality that is focused on including:

ensuring students have a B Business and
fulfilling, demanding and management
intellectually stimulating B T and computing
experience that prepares B Postgraduate,

them for employment and undergraduate and
worldwide opportunities summer school

when they leave.

The extensive experience
of our tutors is key to all
our programmes, both in
terms of the formal lectures
and training and through
the provision of personal
tutors and other specialist
support for learning. This
helps encourage students
to participate in their own
educational experience and
to become self-confident
independent learners.




For more information on our business school see
www.qgabusinessschool.com



Responsibility and quality

Accuracy and effectiveness are two of the most important
aspects of any learning programme and something we strive
for all the time at QA. This is particularly true in the fast-
moving world of IT, where we work closely with all the major
IT vendors to ensure our training is the most up-to-date and
accurate anywhere.

As a result we have won

awards for the quality f
of our training, and —
instructors, from some of

the world’s largest software
companies, including:

B Citrix I m m
WIIN

Microsoft

Oracle

leamir

But ultimately we know the
value of our training will only
be judged by you — and by
the impact it has on your
business performance.

To find out more about
how we have helped
organisations like yours
transform their business
through learning go to:
www.ga.com/casestudies




Responsibility and quality

QA takes its corporate and social responsibility very seriously — and is taking the
lead within the training industry with a comprehensive corporate responsibility policy
that applies across every aspect of our business.

Our staff

We do not discriminate
against age, race or gender
—and we work towards our
workforce reflecting the
diversity of our community
and our customers. Where
possible, we operate a
flexible working policy and
have an ongoing investment
in the continual training of
our employees.

Environment

We are continually striving
to not only be more energy
efficient, but also to
reduce our impact on the
environment. This includes
an increased commitment
to recycling and waste
management, investing in
energy-efficient technologies
(such as virtualisation) and
reducing travel by using
home-working and web-
conferencing. We've also
developed a three-day
green IT training course,

in partnership with the
BCS, to help understand
how organisations can
reduce their impact on the
environment.

\
¥

Supply chain

Our rigorous selection
procedure for third-party
organisations ensures

that every element of

our services, even when
provided by a partner, meet
the same high standards.

This includes health & safety,

freedom of association,
equality, working practices
and payment.

0845 757 3888 www.qa.com

Social investment

At QA we have an ongoing
programme of donating to
good causes and charities
and we also encourage our
staff to both do the same and
get involved in money-raising
activities. We are also an avid
supporter of investing in our
younger people, including
providing a range of
advanced IT apprenticeship
training programmes for 16-
to 18-year-olds.

41
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