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1. Purpose 

The purpose of this Procedure is to provide NSAR’s Assured Providers and 
Trainers/Assessors and/or a prospective assured party with a clear and documented 
approach to the way in which NSAR makes sure that Quality Assurance Manager 
impartiality is maintained when undertaking Quality Assurance activities for them. 

2. Scope 

The scope of this Procedure is limited to the types of Assurance activities which are 
conducted by NSAR Quality Assurance Managers affecting Assured Providers and 
Trainers/Assessors and/or a prospective assured party. 

3. Related Documents 

The documents related to this procedure are provided at the head of the document and 
maintained under the Management System (MS). 

This document can be found on the NSAR SharePoint site under Management Systems 
– Polices & Procedures. 

4. Conflict of Interest 

4.1 Recruitment 

Any prospective Quality Assurance Manager is required to declare previous employers 
on their application for employment. NSAR reserves the right to obtain detailed 
references to support employment applications. 

4.2 Appointment 

The new Quality Assurance Manager must declare any conflict of interest with current 
Assured Providers. This information is added to a register maintained by the QA 
Compliance Team and copied to the company wide register owned and maintained by 
NSAR Human Resources. 

4.3 Business as Usual 

Annually, NSAR Chief Operating Officer reviews the conflicts of interest register and 
assess their validity.  The QA Compliance Team [QACT] reviews the conflict of interest 
register at every standardisation meeting and no less than quarterly.   

Conflicts of interest which are generated from previous employment shall become 
ineffective after 3 years of notification/registration. 

Conflicts of interest which are generated from personal relationships, including 
bloodline [family], legal [marriage], friendship and/or financial relationships shall 
remain an identified conflict of interest, reviewed annually and until ethical and 
operational risks are determined as having reduced to an insignificant level. 
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Every Quality Assurance Manager is responsible for declaring to QA Compliance Team 
any new conflicts of interests that arise within 5 working days.  QACT will inform the NSAR 
Chief Operating Officer and NSAR HR Officer. 

Where a conflict of interest is established, Assurance activities of the individual 
concerned will, wherever possible, be conducted by another Quality Assurance 
Manager.  Where this is not possible a system of peer review and accompanied visits will 
be used. 

5. Operational Approaches 

NSAR operates an appropriate process impartiality review to every type of QA activity 
undertaken by Quality Assurance Managers. 

5.1 Expressions of Interest 
Expressions of Interest are processed by the QA Compliance Team independently to the 
Quality Assurance Manager, providing that there is not a conflict of interest or concern 
of bias established between the prospective assured party and the QA Compliance 
Team.  Where a conflict of interest is established, the task will be delegated to a Quality 
Assurance Manager not holding any conflict of interest with the prospective assured 
party.  Where this is not possible a system of peer review of communications and 
documentation will be used. 

5.2 Advisory Visit 

The advisory visit shall be conducted by the Quality Assurance Manager who will be 
managing the prospective party’s RTAS Assurance activities on a day-to-day basis – the 
Compliance ‘account manager’ QAM and determined primarily by location, providing 
that there is not a conflict of interest or concern of bias established between the 
prospective assured party and Quality Assurance Manager. 

The Advisory Visit report written by the QAM is reviewed and approved/rejected by the 
QA Operations Manager, supported by the Head of Assessment and Skills where 
necessary, and NSAR Chief Operating Officer to make sure that the recommended 
decision is endorsed by an independent person removing the potential for bias and to 
maintain consistency and impartiality. 

5.3 Application Review 

The application review is conducted by a different Quality Assurance Manager to the 
one that conducted the Advisory Visit.  The final review that awards or rejects RTAS 
Assurance to the prospective Provider is reviewed and decision made by the QA 
Operations Manager, supported by the Head of Assessment and Skills where necessary, 
so that the application process has received multiple peer reviews and the optimum level 
of impartiality applied to it. 

5.4 Initial Assurance Visit [within 4 months of RTAS Assurance awarded] 
The initial assurance visits [Compliance & Delivery] shall be conducted by the Quality 
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Assurance Manager who will be managing the Assured Provider’s RTAS Assurance 
activities on a day-to-day basis – the relevant ‘account manager’ QAM and determined 
primarily by location, providing that there is not a conflict of interest or concern of bias 
established since the Advisory Visit between the Assured Provider and Quality 
Assurance Managers. 

5.5 Routine Assurance Visits [frequency determined by grade] 

Routine Assurance Visits [Compliance & Delivery] throughout the duration of 
Assurance shall be conducted by the Quality Assurance Managers who will be 
managing the Assured Providers RTAS Assurance activities on a day-to-day basis – the 
relevant ‘account manager’ QAM and determined primarily by location, providing that 
there is not a conflict of interest or concern of bias established during the course of time 
between the Assured Provider and Quality Assurance Managers. 

5.6 Unannounced Assurance Visits 

Unannounced visits [Compliance & Delivery] throughout the duration of Assurance 
shall be conducted by the Quality Assurance Managers who manage the Assured 
Provider’s RTAS Assurance activities on a day-to-day basis – the relevant ‘account 
manager’ QAM and determined primarily by location, providing that there is not a 
conflict of interest or concern of bias established during the course of time between the 
Assured Provider and Quality Assurance Managers. At times and where required these 
can also be conducted by the QA Operations Manager or Head of Assessment & Skills 
relevant to the scope of the visit i.e., Compliance or Delivery. 

5.7 Re-Assurance Visits 

Where an Assured party has failed the routine Assurance Visit and requires a 
Reassurance Visit [Compliance or Delivery], the Re-Assurance visit shall be conducted 
by a different Quality Assurance Manager to make sure that consistency and impartiality 
is maintained. If this needs to be conducted twice, wherever possible the third visit will 
be conducted by a Quality Assurance Manager not previously involved in the routine 
Assurance Visit and the first Re-Assurance Visit of the specific assurance cycle.  Where 
this is not possible a system of peer review of communications, documentation and 
evidence gathering will be deployed. 

5.8 Cross Visits 

Quality Assurance Managers undertake a minimum of 1 cross-visit per year, whereby a 
Quality Assurance Manager will undertake a visit of one of their peer Quality Assurance 
Manager’s Assured Providers to maintain impartiality and inform standardisation 
practices. 

5.9 Practical Site Approval Visits 

Practical Site approval visits shall be conducted by the Compliance Quality Assurance 
Manager closest to the location of the proposed site.   
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This can be the Quality Assurance Manager who manages the Assured Provider’s 
RTAS Assurance activities on a day-to-day basis – the Compliance ‘account manager’ 
QAM and is determined primarily by location, providing that there is not a conflict of 
interest or concern of bias established between the Assured Provider, site owner and 
Quality Assurance Manager closest to the location of the proposed site. 

5.10 Remote Assurance Activities 

Remote Assurance activities via Skills Backbone and NSAR Helpdesk system, 
Freshdesk, are coordinated by a QA Internal Compliance Manager who does not 
undertake Assurance Visits and therefore have limited connection with Assured 
Providers, and the QA Operations Manager providing that there is not a conflict of 
interest or concern of bias established over time between the Assured Provider, the QA 
Operations Manager and/or QA Internal Compliance Managers.  Remote Assurance 
activities can also be completed by any Quality Assurance Manager providing that there 
is not a conflict of interest or concern of bias established. 

5.11 Assurance Reports 

Assurance Reports of Assured Providers are reviewed and endorsed by the QA 
Operations Manager or Head of Assessment & Skills, dependent on the scope of the 
report i.e., Compliance or Delivery, and NSAR Chief Operating Officer to remove 
potential for bias and maintain consistency and impartiality. 

6. Maintaining Impartiality 

Annually, Quality Assurance Managers shall conduct no less than one of their peer 
Quality Assurance Managers Main Assurance Visits and Unannounced Visits per 
Assurance cycle to make sure that findings of Quality Assurance Managers are not 
impacted by complacency and/or bias caused through prolonged contact throughout 
Assurance cycles [Cross Visits]. 

The QA Operations Manager and Head of Assessment & Skills shall each attend no less 
than one routine Assurance Visit per Quality Assurance Manager to further monitor that 
Assurance activities are not impacted by complacency and/or bias caused through 
prolonged contact between Assured Providers and Quality Assurance Managers 
throughout Assurance cycles. 

Communications and all Assurance documentation is standardised for use by Quality 
Assurance Managers to maintain best practice and consistent relationships between 
Quality Assurance Managers and Assured Providers.   

All Assurance documentation is securely retained on SharePoint which is accessed by 
authorised persons within the RTAS Quality Assurance team and NSAR Chief 
Operating Officer only with random checks made on folders and documentation to ‘dip 
test’ consistency and impartiality.    

Where necessary templated documentation is also password protected in order to 
manage controlled access to content in the event of Quality Assurance Managers 
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serving notice periods undertaking restricted duties with restricted access to sensitive 
and confidential information.   

7. Formal Reviews [RTAS Investigations] 

RTAS Investigations are conducted by QA Internal Compliance Managers, providing 
that there is not a conflict of interest established during the time between the Assured 
party and QA Internal Compliance Managers.  

Where there is a conflict of interest established between a QA Internal Compliance 
Manager and the party that has allegations made against them, the investigation shall be 
completed by another QA Internal Compliance Manager and attendance to Formal 
Review Panels where the case is discussed will be restricted.  Where there is a conflict 
of interest established between all QA Internal Compliance Managers, the findings and 
evidence of the Investigation shall be peer reviewed by the QA Operations Manager, 
Head of Assessment & Skills, or a Quality Assurance Manager to prevent bias and 
safeguard consistency and impartiality. 

Where any allegations are made against a Quality Assurance Manager and are subject 
to RTAS Investigation, it will be led by an investigator who does not have assurance 
responsibilities to prevent bias and safeguard consistency and impartiality. 

Access to the detail of RTAS Investigations is restricted to QA Internal Compliance 
Team only to make sure that the Quality Assurance Manager cannot be subject of any 
allegation of bias based on Investigation information and evidence and safeguard 
consistency and impartiality. 

The QA Internal Compliance Team can request support in gathering evidence from the 
Quality Assurance Manager who manages the Assured Provider RTAS Assurance 
activities on a day-to-day basis – the relevant ‘account manager’ QAM but cannot divulge 
detail information about the reason for the request. 

Quality Assurance Managers are notified of the names of current suspended 
Trainers/Assessors and Providers and dates only in order to make sure that any routine 
assurance activities that feature an Assured party subject of suspension are escalated 
immediately to the lead investigator. 

8. Complaints 

Complaints and Internal Investigations are conducted by the QA Internal Compliance 
Team.  They are required to conduct all necessary activities relating to the Complaint in 
accordance with the NSAR Complaints Process.  This includes gathering all evidence 
and generating & submitting Complaint summary reports and recommended outcomes 
to the Chief Operating Officer and Chief Executive.   

Where there is a conflict of interest established between a QA Internal Compliance 
Manager and either the party that made the complaint or the subject of the complaint, it 
shall be handled by another QA Internal Compliance Manager.  Where there is a conflict 
of interest established between all QA Internal Compliance Managers, the Complaint 
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summary report and recommended outcomes shall be peer reviewed by the QA 
Operations Manager, Head of Assessment & Skills or NSAR HR Manager to prevent bias 
and safeguard consistency and impartiality. 

9. Internal Investigations 

Where allegations are made against any member of the Quality Assurance Team directly 
related to the conduct of Assurance activities, that is not then subject to RTAS 
Investigation, they will be categorised as a formal Complaint and handled in accordance 
with section 8 of this document with the involvement of NSAR HR Officer.  

10. Confidentiality 

All proceedings, documents, witness statement and records are treated with the highest 
confidentiality and in line with GDPR Regulations and Guidelines including the secure 
storing of documentation. 


	Document Status
	Approvals
	Version Control
	Related Documents

	1. Purpose
	2. Scope
	3. Related Documents
	4. Conflict of Interest
	4.1 Recruitment
	4.2 Appointment
	4.3 Business as Usual

	5. Operational Approaches
	5.1 Expressions of Interest
	5.2 Advisory Visit
	5.3 Application Review
	5.4 Initial Assurance Visit [within 4 months of RTAS Assurance awarded]
	5.5 Routine Assurance Visits [frequency determined by grade]
	5.6 Unannounced Assurance Visits
	5.7 Re-Assurance Visits
	5.8 Cross Visits
	5.9 Practical Site Approval Visits
	5.10 Remote Assurance Activities
	5.11 Assurance Reports

	6. Maintaining Impartiality
	7. Formal Reviews [RTAS Investigations]
	8. Complaints
	9. Internal Investigations
	10. Confidentiality

