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1.1 About ThinkSmart 

ThinkSmart for Development and Training is a Leading ICT Training Provider with over 2 Decades of 
Training Experience in the Gulf Region.  

Backed by Strong Leadership, an Amazing Team and Great Partners from around the world, 
ThinkSmart has been working with Individuals and Organizations across the Gulf to fulfill their 
mission of reaching full potential and excellence through Skilling.  

We are committed towards providing a consultative approach to your training needs by learning 
your goals, helping you understand your skill gaps and how we, together, can prepare you and your 
organization for your Digital Transformation Journey.  

 

1.2  Why Choose ThinkSmart as a Learning Partner?  
 

• A Leading Microsoft Learning Provider in the Gulf Region and a preferred Learning Partner 
for the region’s Enterprises and Individuals. 

• A proud member of the Leading Learning Partners Association (LLPA), Microsoft's Learning 
Partner of the Year 2020. 

• A proud member of Microsoft’s Learning Partner Advisory Council. 

• A proud Microsoft in Education Global Training Partner, and a preferred Education Partner 
for The Gulf’s Education Sector. 

• A leading AWS Authorized Training Partner in the MENA region with more than 1,000 
Individuals Trained and Certified in AWS Skilling. 

• A chosen Strategic Partner of the Region’s Public and Private Sector for their AWS Cloud 
Adoption Journey. 

• No. 1 AWS Authorized Training Partner in the MENA region of the year 2019. 

• An exclusive Training Provider for Blockchain Council. 
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1.3 Our Mission  

We are dedicated towards the development of individuals and Organizations by helping them reach 
their full potential and excellence.  

 

1.4 Our Vision 

To help develop and transform individuals whilst establishing a self-sufficient society by creating 
even more competent Industry Leaders who can uplift the community which will finally result in 
and economically advanced country.  

 

1.5 Associations Accredited with:  
o Google  
o CREST  
o Knowledge Pillars 
o AWS  
o Microsoft  
o Blockchain 
o Pearson Vue  
o People Cert  
o Mile 2 

 

1.6 ThinkSmart Projects  
o Forsati  
o Forsati for Gov  
o Mustaqbali  
o Health Care Learning Hub (HLH)  
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1.7 Organization Chart  
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POLICY NAME: DEVELOPMENT AND RENEWAL POLICY  

POLICY NUMBER: TS-01-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The purpose of this document is to establish a systematic process for initiating new 
policies and procedures and/or the periodic review, update and renewal of TS polices. This 
ensures that policies remain relevant, effective, and aligned with ThinkSmart’s mission, 
goals, needs and services we provide.  

 

POLICY STATEMENT 

TS is committed to maintaining up-to-date policies that reflect best practices, comply with 
legal requirements, and meet the needs of the stakeholders. Therefore, policies will be 
reviewed and renewed every three years or sooner if significant changes occur.  

 

SCOPE  

This policy applies to all policies that drive the quality of TS procedures including but not 
limited to academic, administrative, and operational policies. It holds relevance to all TS 
staff, stakeholders, learners and trainers.   

 

PROCEDURES  

Policy Development, Review, Update and Approval   

• The requirement for a new policy is established by the concerned department based 
on emergent needs analysis, changes in governmental legislation or requirements 
of regulatory authority (Mol, BQA).  
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• The General Manager convenes a Policy Development Committee which is 
comprised of a minimum of two staff including the Quality Coordinator and another 
staff with relevant information and experience regarding the scope of the policy 
being created.  
 

• The assigned Committee creates the policy and procedures document based on the 
needs of TS, ensuring that the guidelines stated within are in accordance with the 
relevant legislations in the Kingdom of Bahrain, the requirements of the regulatory 
authorities (MoL and BQA), as well as the needs of the stakeholders within the 
scope of the policy.  
 

• The new policy is developed using the approved policy template and numbered 
using the coding system: TS-01-V1,  
TS = Thinksmart  
01= is the Policy number 
V1 = is the version number  
 

• In addition, all existing policies are periodically reviewed every three years from the 
policy adoption date. Policies will be evaluated based on their relevance, 
effectiveness, compliance, and alignment with TS requirements. Feedback from 
relevant stakeholders, which include faculty, staff, and learners will be invited to 
provide input during the review process. 
 

• The Quality Coordinator is responsible for initiating the request for a policy renewal 
by placing the details on the agenda for the forthcoming quarterly quality review 
meeting.  
 

• The policies are reviewed by the Training and Operations Manager in concurrence 
with the Quality Coordinator. Also, in case of any sudden or emergent need for 
policy review and update, the GM, based on the request from the Quality 
Coordinator, may convene a Policy Development Committee to make the required 
amendments.  
 

• Upon completion of the new policy or an amendment to an existing policy, the 
Quality Coordinator circulates the draft to the Training and Operations Manager and 
the relevant staff within the scope of the policy for feedback and approval. TS 
General Manager gives the final approval for all policies.  
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• The new/updated policies, including the effective date, are made accessible to the 

relevant stakeholders via identified channels such as the website, learner manual 
and internal communication channels. 
 

• If required, training will be provided to concerned stakeholders to ensure they 
understand the changes to any policy.  
 

• The reviewed and updated policies are recorded as updated versions in the policy 
template, and previous versions are archived as per TS Data Protection and Records 
Retention guidelines.  

 

Related Policies  

• All policies and procedures in TS Quality Manual  

Other documents  

• Policy Template  
• Policy Review Form  
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POLICY NAME: QUALITY ASSURANCE FOR QUALIFICATION REVIEW POLICY  

POLICY NUMBER: TS-02-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

This policy aims to guide all quality assurance processes implemented by ThinkSmart. These 
include the following:  

• Clearly defining quality standards  

• Regularly evaluating teaching methodologies and materials  

• Ensuring professional development for trainers  

• Effectively assessing learner and ensuring feedback mechanisms are in place  

• Ensuring adequate facilities and resources for training and learning  

• Ensuring a robust system for monitoring and improving learner progress.   

• Ensuring compliance with relevant industry, awarding body and regulatory authorities 
standards and regulations  

• Ensuring ongoing review and improvement of quality assurance processes.  

 

POLICY STATEMENT 

• ThinkSmart is committed to delivering high-quality programmes/courses that meet 
the needs of our learners, industry stakeholders, and regulatory bodies.  

•  We recognize the importance of regularly monitoring and reviewing our qualifications 
to ensure they remain current, relevant, and aligned with best practices.   

• This policy establishes the framework for systematic monitoring, evaluation, and 
enhancement of qualifications to uphold quality, credibility, and effectiveness.  
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SCOPE  

The Quality Assurance for Qualification Review Policy and Procedures applies to all 
ThinkSmart staff and stakeholders. All programmes/courses offered by ThinkSmart, 
including but not limited to certificate programmes, diploma courses, and professional 
certifications are subject to periodic review and monitoring as directed by this policy and 
procedures.   

• At ThinkSmart, the quality assurance team includes all management and operational 
personnel who are involved in providing the best service to learners and clients. The 
Quality Assurance Team representatives include  

o The General Manager  

o Training Operations and Quality Department 

o Trainers (full-time &part-time)  

o Special Projects Department  

o Sales Department  

o Marketing Department  

o Admin  

  

1.  The General Manager is responsible for the overall performance of ThinkSmart, 
which includes providing leadership, hiring, training and development of the Centre’s 
staff and ensuring that learners, clients, and stakeholders including the awarding 
body partners are provided with the highest level of service and ensuring adherence 
to the Centre’s policies and procedures.  

2. The Training and Operations Manager is responsible for ensuring the quality of 
programmes/courses delivered including managing and monitoring training related 
activities, assessments, moderation and verification, resources facilitation. The 
Quality Coordinator actively influences the retention of learners.   

3. The trainers are responsible for designing assessments aligned to ILOs, assess the 
training needs of learners, plan lesson delivery and assessments to meet the different 
needs of learners, give feedback and support learners, complete all assessment-
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related procedures and prepare course analysis report for the batch on completion 
of training period.   

4. Special Projects Department is responsible for managing the different programmes 
currently offered at ThinkSmart including liaising with potential learners, 
registration and admission process, facilitating their induction and entry into the 
programme/course. They assure maximum satisfaction of the learners/clients by 
managing their expectations to achieve the objective of creating and retaining loyal 
clients. They are also responsible for conducting learner engagement and 
networking events.   
 

5. The Sales Department is responsible for developing ThinkSmart corporate customer 
base and ensuring that the training programmes/course provided at ThinkSmart 
meet the company’s expectations.   
 

6. The Marketing Department is responsible for creating and managing advertising 
campaigns through different channels like (social media, newspapers, emails, 
events, job fairs, newsletters/brochures, Thinksmart website) and ensure these 
campaigns target and guide prospective clients and learners to choose the 
appropriate training programme/course. The Marketing Team keeps communicates 
with potential clients, responds to their requests/queries and redirects them to 
contact ThinkSmart. 

7. The Admin Department is responsible for facilitating all processes before the start of 
the training including arranging the venue, class list, attendance records, resources, 
and for completing the learners’ post course records in collaboration with the Quality 
Coordinator.  

  

For every completed programme/course batch, the following documents are 
maintained:  

Documents for Quality Monitoring and 
Analysis  

Personnel Responsible  Timeframe and Review Actions 

1.Attendance Reports  
2.Post Course Evaluation Forms (Trainer 
& Learner)  
 3.SIPAS  
4. Student Productivity Evaluation Report  

1.Trainer  
2. Training Operations and Quality 
Manager.  
3.Quality Coordinator 
4. Admin in Charge.  
5. Special Projects team. 

1. All training-related documents, 
including Post Course Analysis, are 
generated within 10-15 days (about 
2 weeks) of completion of the 
training period. 
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6.Assessment Moderation and 
Verification Forms   
7.Session Observation Forms with 
feedback  
8. Post-course Analyses Reports   
8.Feedback from TS Stakeholders 
including Training Managers of 
companies, Awarding Body 
representative, industry leaders   
 

6. General Manager  2. Training Operations and Quality 
Manager meets with the trainer(s) at 
the end of every course to address 
any concerns related to their 
training. Trainer’s session 
observation feedback is shared 
with trainers immediately and 
actions are recommended if 
needed.  
3. Course Analysis Report for each 
batch is reviewed by the Training 
Operations and Quality Manager 
with the trainer and actions may be 
recommended based on learner’s 
performance and achievement 
outcomes. This is completed within 
one (1) month of completion of the 
programme/course.  
4. Pre- and Post-assessment 
moderation and verification reports 
are analyzed by the Training 
Operations and Quality Team and 
discussions are held with the 
trainer)s ( with recommendation for 
specific training to address areas of 
concerns. 
5.All Documents/Reports relevant 
to training and learning are sent to 
the General Manager for the 
Quarterly Quality Review with the 
different department 
representatives.  

 

Facilitation of Training-Related Operations   

1. Thinksmart Schedule / Calendar Thinksmart sets up an annual training 
schedule/plan for all programmes/ courses.  

Thinksmart uses various criteria to create the schedule, such as market needs and demands 
from last year and the Sales and Marketing Staff feedback.  
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The General Manager and Training Operations Manager will hold monthly meetings with the 
concerned Department staff to set up the training plan for the confirmed courses that will 
happen in a specific month to let the admin start preparing to create the batch, create the 
checklist and to make sure the course will start and go on successfully.  

 

• Create Thinksmart Schedule/Calendar.  

 

 

• Confirmed Schedule /Calendar.  

 

 

 

2. Advertise Thinksmart Programs 

Thinksmart markets programs from different channels like (social media, newspapers, 
emails, events, job fairs, newsletter/brochures, ThinkSmart website). Purposeful 
messages are shared to guide clients and students to choose the proper course.  
 
The Marketing Team communicates with potential clients/learners, responds to queries or 
requests and then redirects them to contact ThinkSmart Team for enrollment in desired 
course/programme  
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3. Student Acceptance (Policy)  

After receiving the Student Registration and reviewing the prospective learner’s 
background and experience, the relevant staff decides if the learner is eligible to 
enroll in the desired course or not.   
 
For externally awarded or achievement programmes/courses, Thinksmart 
acceptance of learners will be based on the awarding body requirement, Tamkeen 
approval and/or company requirements if learners are sponsored. 
 
 ThinkSmart uses a Screening Interview and/or Placement Test to understand 
student’s experience, background and what they hope to achieve by attending the 
desired course. Learners need to achieve a minimum of 50% in their placement test 
to be eligible to attend the desired course/programme.  For learners who score less 
than 50%, they need to attend the Prerequisite course or in cases, ThinkSmart 
arranges extra hours to make sure the learner reaches the minimum requirement 
(50%) to enroll in the desired course.  
 
After completing the Prerequisite Course or the extra hours, the learner must re-sit 
and pass the Placement Test.  
 

Kawthar Almadeh
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4. Create Batch  

Once batch is confirmed, the relevant staff will make sure that the batch starts as 
scheduled. The Admin and Special Project Staff will follow up on the confirmed schedule to 
Prepare, Inform and Check all the details related to the batch. Admin staff monitor and 
observe that everything is going as expected by creating an Operation Checklist.  
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5. Pre-Training  
 

a. Preparing to Start up  

 

 
b. Trainer- Informing and Checking  

 
c. Student-Informing and Checking  

 

 

d. Class Environment 

 

 
e. Ordering Books  
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6. During the Training  
 

 
 

7. Post Training  
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2. Internal Review Criteria for programme/course:   
 

• Review learners’ performance data including progression rates, attrition rates, 
completion rates. 
 

• Compare learners’ performance across the different batches of the same 
programme/course conducted in the year.   
 

• Review moderation and verification of assessment reports through random 
selection of batches’ reports. 
 

• Review learner and trainer feedback analysis collected for each batch and create 
Action Plan. Feedback is shared with the relevant Department and required 
measures are implemented at the earliest.   
 

• Benchmark learner satisfaction and outcomes of each course with external 
reference points. 
 

• Review the implementation and success of any recommendations made in the 
previous internal review process. 
  

• A quarterly progress monitoring report is prepared by the Training and Operations 
Manager and shared with the GM and Project Coordinators.  
 

•  The GM is responsible for communicating the progress status of improvement 
actions implemented as required to the CEO. (evidence could include email, 
reports, communication with training partners/awarding bodies).  
  

3. Ongoing Quality Monitoring Procedures  
 

• The annual schedule of quality assurance activities is maintained by the General 
Manager. The timeline for the different review activities and the team/staff 
responsible are agreed upon annually. The Training Plan is prepared with all 
Departments before the fiscal year ends.   
 

• Every Department staff including the GM completes the ‘Yearly Objectives and KPIs 
Form’.  
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• The General Manager conducts weekly or bi-weekly ThinkSmart meetings with the 

departments to track each Department's progress and performance in relation to 
the identified Project Objectives.   
 

• Quarterly Quality Assurance Team meetings are scheduled where the General 
Manager will meet all Departments’ staff to discuss and review ThinkSmart’s 
processes and learners’ achievement, adherence to quality processes by staff, and 
identify if any gaps and take corrective measures. The data gathered throughout the 
internal review activities are discussed and recommendations of actions to be taken 
are suggested.  
 

• The Quality Assurance Coordinator and the Training and Operations Manager with 
the GM develops the Improvement Action Plan (Strategic Plan- Quality Monitoring 
Plan) with actions, assigns responsibilities, schedules timeframes, and success 
criteria. CEO reviews and approves the updated Improvement Action Plan.  
 

• Responsible staff implement the approved actions and communicate the progress 
to the Quality Assurance Team. The Quality Coordinator and follows up and provides 
support to the concerned staff if required.  
 

• Also, as part of ongoing quality monitoring processes, Training and Operations 
Manager and Quality Coordinator along with each batch trainer updates batch 
records and may suggest modifications in course schedule/calendar, instructional 
materials/methods, assessment types/criteria, resources required, extra support for 
learners (mock exams, additional training hours, lab sessions) based on emerging 
needs for the batch learners. (samples/ evidence needed). Any changes 
implemented will be communicated to the Project, Sales, and Marketing 
departments as applicable. (evidence/ email, MoM).  
 

• As part of ongoing monitoring for continuous improvement of training delivery, TS 
conducts periodic session observations (#Feedback and ObservationGuidelines). 
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In addition, periodic ad-hoc class visits are conducted by TS personnel from 
different departments (Training Operations and Quality, Special Projects 
Department, Sales Department to gather informal feedback from learners and 
trainers.   
 

4. ThinkSmart Programme/Course Success Criteria   
 

• Learner enrollment numbers against annual target  
• Learner and Stakeholder Feedback  
• Repeat business   
• New clients/companies   
• Learner achievement rate  
• Certification in 1st Attempt  
• Job placement for TS learners   
• Awarding body Performance Matrix   
• Profit and Loss  

 
5. Actions to Quality Assure Programme/Course Provision   

 
• To continue offering the programme/course as key performance indicators are 

met.  In this case, no major changes will be recommended.  
 

• To enhance the existing programme/ course to meet the emerging trends and 
stakeholders’ needs. These changes may include marketing strategies, revision of 
content, resources equipment, venue, or facilities improvements.  
 

• To restructure the programme/course within a given timeframe if major components 
such as objectives, learning outcomes, and assessments may need to be 
redesigned for the programme/course to remain valid.  In this case, external 
consultants/ awarding body input/ stakeholder input review may be required.  
 

• To retire the programme/course as it does not meet ThinkSmart KPIs.   
 

• The recommendations from the Internal Review Panel are submitted to ThinkSmart 
CEO for approval or otherwise by the General Manager.  
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• The Training and Operations Manager in concurrence with the General Manager 
prepares the Improvement Action Plan.   
 

• Appropriate induction for new staff and ongoing in-house training opportunities for 
existing staff to ensure TS quality standards are maintained, hiring new 
staff/trainers.  
 

• Rigorous implementation of TS Recruitment and Selection criteria during hiring 
process.   
 

External Review of Programmes/Courses   

At present, ThinkSmart offers only externally awarded programmes/courses and TS ensures 
the awarding body’s quality criteria are stringently adhered to. Learner performance data 
and learner feedback are shared with the awarding body concerned. 

External Review Criteria for NQF Qualifications   

The external Consultant/Subject Matter Expert will be requested to undertake a 
comprehensive review including but not limited to:  

• The design and content of the programme/course including admission and credit   

• The course learning outcomes  

• The assessment design of the programme/course and alignment to learning 
outcomes  

• Trends of learners’ performance data and learner outcome data  

• The alignment with the NQF   

• Whether the programme/course engages in emerging developments in the 
educational/industry   

• Whether there are issues with the mode of delivery  

• Whether there are risks to the quality of the programme/course including risks to 
compliance with regulatory standards  
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• The external consultant will provide ThinkSmart with a detailed assessment report 
of the programme/course on whether it should continue in its present forms, be 
modified, or be terminated.   

• ThinkSmart Training Operations and Quality Team will be responsible for actioning 
the recommendations as approved by ThinkSmart leadership    

 

 

Related Policies  

• Qualification Development, Review and Approval Policy and Procedures  
• Assessment Design Policy  
• Assessment Verification and Moderation Policy  

Other Related Forms and Documents  

• Course File 
• Public Schedule 
• Course Advertisement  
• Form Purpose  
• BQA Report  
• Improvement Plan  
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POLICY NAME: REGISTRATION AND ADMISSION POLICY  

POLICY NUMBER: TS-03-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The Admission and Registration Policy governs all processes related to the acceptance and 
enrollment of learners at Thinksmart. It is developed based on TS values and fairness, equal 
access, transparency in our procedures to our learners and stakeholders, and adherence to 
the regulatory body requirements. TS promotes learning and development based on the 
accurate placement of learners within the programmes offered and exceptional training and 
support service.   

 

POLICY STATEMENT 

The Centre is dedicated to the provision of quality training that empowers learners and 
helps them to reach their full potential and excellence.  

• ThinkSmart does not practice discrimination against any person because of age, 
race, religion, sex, or disability if the general entry requirements and any special 
requirements are satisfied.   

• TS is committed to a consistent, fair, and transparent process in which applicants can 
make informed choices and register for a programme/course where they will have the 
best possible opportunity of succeeding in their study.  

• When a programme/course has admission requirements, these will be published 
with the outline of the course, and available on the TS website, social media 
platforms, and in brochures which are distributed by the Sales Team and/or Project 
Team and available at the front desk.  

• ThinkSmart facilitates learner mobility, lifelong learning, and recognition of prior 
learning.  
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• Evaluation of an applicant’s skill set, when appropriate, will be measured through a 
placement test to assess the level of training programme suitable for the applicant. A 
project coordinator may also discuss and advise on the placement test's outcome 
with the applicant.  

• Learners’ prior learning may be recognized, and available pathways to learning 
progression will be explained during the induction process.  

• Admission to externally accredited programmes/ courses will comply with the 
admission requirements of the concerned awarding body/organization.  

• If a learner is sponsored by Tamkeen, then TS complies with the requirements of 
Tamkeen that the learner’s employment position or qualification is relevant to 
enrolment in the proposed course or programme. Job seekers and university students 
have to undergo a screening test to verify eligibility for the desired 
programme/course.   

• All successful applicants will be provided with induction 3 to 4 days before the start 
of the programme/course  

• Reasonable adjustments to support learners with special needs will be considered. 
Refer Learners with Special Needs Policy.  

• Applicants may appeal an admission decision. Refer to Learner Appeal Policy.  

 

SCOPE  

This policy applies to all current and future learners and all staff responsible for the 
admission and registration process. The staff responsible for the procedures embedded 
within this policy are the Special Projects Manager, Project Coordinators, Corporate Sales 
Team, Administration in charge, Training and Operations Manager, and Quality Coordinator.  
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PROCEDURES  

 

 

ThinkSmart publishes registration information about programmes/courses, fees, and any 
related admission requirements of significance using the following media:  

• Brochures  
• Website  
• Instagram  
• WhatsApp  
• Facebook  
• Direct emails to corporate clients  

 
1. The registration and admission process are standard for all applicants/clients.  

The prerequisites are as follows: 
• Educational Background 
• Previous Levels of programme/course achieved 
• Years of Work Experience 
• Current Position / Job Title (if employed) 

 
2. Potential or interested applicants can fill in the online Registration Form (attached in 

the appendix), which helps the Center to understand the applicant’s prior 
knowledge and experience, vocational/ employment background, course 
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expectations, and future career direction they hope to achieve by attending the 
desired course.  
 

3. The Project Coordinator reviews individual learners’ applications and verifies 
eligibility criteria.  
 

4. Applicants who meet the initial eligibility criteria undergo a screening test (face-to-
face interview) and an online placement test, conducted at the Center premise by 
the Project Coordinator concerned. The date and time for the interview and test are 
informed to the applicant by the Project Coordinator via phone, WhatsApp, or email. 
 

5. If the applicant completes the screening process and achieves a minimum passing 
grade of 50% (or higher) in the placement test, they are registered in the Tamkeen 
portal for approval. ThinkSmart Project Coordinator guides the learner’s registration 
through the Tamkeen portal.  
 

6. If approved by Tamkeen, the successful applicant is enrolled in the desired 
programme/course. 
 

7. If an applicant’s placement test grade is less than 50%, then she/he needs to attend 
the Prerequisite Course, or they are given extra hours of support to make sure that 
the student reaches the minimum requirement to enroll in desired 
programme/course. After completing the Prerequisite Course or the extra hours, the 
applicant must re-sit the placement test and achieve the minimum passing grade 
(50%). 
  

8. During the admission process, learners are also asked to provide information on 
their expectations and if there is any special assistance they need for the registered 
training programme/course. 
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For corporate learners: 
 

9.  TS Corporate Sales Team (CST) contacts prospective companies directly to 
introduce TS programmes/courses. For companies that request training courses for 
their employees, CST emails brochures, course modules and outlines, and other 
relevant documents.   
 

10. When the company nominates its employees for enrollment in a 
programme/course, CST shares the online link for the placement test with the 
company’s personnel concerned personnel for the nominated employees.  
 

12.  For company-sponsored learners, there is no screening process.  
 

13. Learners who do not achieve 50% on the placement test are provided with a 
Prerequisite Course or supported with links to course content to practice before the 
placement test re-sit.  
 

13.  Corporate-sponsored learners must submit a signed and stamped copy of their job 
description from the employer.  
 

14. Successful applicants are contacted via phone, WhatsApp, or email to provide 
admission information.   
 

15. Once the learner or the client sponsor processes the training payment, they receive 
the course outline and TS confirmation letter for the training programme/course.  
   

16. Upon admission to certain training programs, candidates may apply for credit 
transfer or recognition of prior learning.  

17. All registration and admission records along with other documents relevant to the 
training program are maintained in the learner’s file.  

18. In most circumstances, the registration and admission processes are completed 
within 2 to 3 weeks upon receipt of applicants’ registration request.   

19. If the applicant does not meet the eligibility criteria, which include the entry 
prerequisites, placement test grade, and outcomes of the screening process, 
ThinkSmart reserves the right to reject the application.  
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20. If admission is not granted, the applicant has the right to appeal. The applicant can 
fill out the Learner Appeal Form through the link shared on ThinkSmart website, within 
3 working days of receiving notification of rejection of admission.   

 

Related Policies  

• Credit Accumulation and Transfer Policy  
• Learner Appeal Policy  
• Recognition or Prior Learning Policy  
• Special Needs Policy  

 

Other Related Forms/Documents  

• Registration Form  
• Credit Transfer Request Form  
• Learner’s Appeal Form   
• Interview Form  
• TS Recommendation & Placement Test  
• Special Needs Form  
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POLICY NAME: SPECIAL NEEDS POLICY  

POLICY NUMBER: TS-04-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

This policy embraces ThinkSmart’s vision for the inclusion of learners with special needs in 
its training programmes/courses and its intent to provide reasonable adjustments to 
accommodate learners with a disability or special needs in adherence to the regulatory 
requirements in the Kingdom of Bahrain.  

 

POLICY STATEMENT 

• Where possible, ThinkSmart will offer equal access and opportunity to special needs 
learners providing the Center has the capacity to meet the needs of an applicant with 
disabilities and considering the nature of the programme/course applied for.   

• Their application for admission to a programme/course will adhere to the usual 
admission process.  

• To assess if specific needs can be met, the applicant will be asked to inform the 
Center staff of their special needs as well as ways that their needs may be met during 
the registration and admission process.  

• Should ThinkSmart not have the capacity to make adjustments for a learner with 
special needs, then where possible the Center staff will provide the applicant with 
information about learning options outside of ThinkSmart.  
 

SCOPE  

This policy applies to all current and future learners and all staff responsible for the 
admission and registration process. The staff responsible for the procedures embedded 
within this policy are the Project Coordinator, Training and Operations Manager, and Quality 
Coordinator.  
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PROCEDURES   

• Upon application for admission, the Project Coordinator will review the Registration 
Form of any applicant who has indicated they have special needs, which will then be 
submitted to the Training and Operations Manager who will consider if the 
adjustments for the special need can be met.  

• Depending on the special need and adjustments declared by the applicant, the 
Training and Operations Manager, at their discretion, may need to meet with the 
applicant and/or the course trainer. The learner may be requested to provide medical 
records if required.  

• If admission is to proceed, a Special Needs form is completed, and appropriate 
support is arranged by the concerned Trainer and approved by the Training and 
Operations Manager and Quality Coordinator. The completed form is signed by the 
relevant parties and filed in the learner’s record.  

• This process is completed within 5 working days of receipt of the learner’s application 
for admission  

N.B. Support may relate (but is not limited) to the accommodation of learner’s access to the 
course, e.g. arrangements for free movement of learners requiring wheelchair access, 
special instructions to trainers and staff to pay extra attention to those trainees, 
arrangements for a special type of software and hardware needed to support specific 
special needs.  

 

Related Policies  

• Registration and Admission Policy  

Other Related Documents and Forms  

• Registration Form  
• Special Needs Form  
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POLICY NAME: CREDIT ACCUMULATION AND TRANSFER POLICY  

POLICY NUMBER: TS-05-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The Credit Accumulation and Transfer Policy governs all processes related to the credit 
system implemented at ThinkSmart. It is intended to facilitate learner mobility, lifelong 
learning, and recognition of prior learning. ThinkSmart supports the transfer of 
academic/training credits between programmes/courses, both internal and between 
educational institutions through recognized transfer pathways, articulation agreements, 
and credit transfer equivalencies. Credit transfer ensures that the repetition of achieved 
credits is not required when learners move from one programme/course to another.    

 

POLICY STATEMENT 

• Every ThinkSmart learner can accumulate credits gained through achieving the 
programme/course intended learning outcomes and certification. This is credit 
accumulation. The credits can be accumulated through the successful completion 
of a full programme/course or through the Transfer of Credits from one learning 
programme to another or Recognition of Prior Learning.   

• Every registered learner at ThinkSmart is allowed to transfer credits from one 
programme of learning to another, provided it is within related areas of learning. This 
process allows the transfer of credits earned by the learner in one qualification from 
another institution to be recognized toward a new qualification at ThinkSmart.      

• ThinkSmart adopts the NQF credit accumulation system (10 notional hours is 
equivalent to 1 credit).   

• Credit transfer is only awarded to the assessed achievement of learning outcomes.   
• The same set of credits cannot be transferred to more than one qualification.   
• An applicant may be granted a maximum of 50% of credit transfer for a particular 

qualification.   
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• ThinkSmart reserves the right to refuse transfer of credit if submitted evidence is 
invalid or irrelevant.   

• The credit accumulation, transfer, and appeals policies are made transparent to 
learners and potential learners via the Center’s website and Learners’ Support and 
Guidance Policy, and during the registration and admission process.   
 

SCOPE  

This policy applies to learners who are registered for a specific programme/course at 
ThinkSmart. They may apply for credit to be transferred from another programme or course 
completed at ThinkSmart or from another institute listed on the NQF. The staff responsible 
for the procedures embedded within this policy are the Special Projects Team, Training and 
Operations Manager, Subject Matter Experts/Trainers, and Quality Coordinator.   

  

PROCEDURES   

Internal Credit accumulation  

1. Credit is accumulated through the study of topics, units, modules, or courses that 
are developed and delivered in a logical and sequential manner that builds on the 
learner’s existing knowledge and skills and ensures progression.  

2. To accumulate credit, the learner must complete the mandated learning hours and 
assessment tasks and achieve the programme/course ILOs with a minimum passing 
grade of 50%.  

3. The trainer marks and grades the assessments against the pre-set criteria, which 
are first verified by the Quality Coordinator and then by the Training and Operations 
Manager who also gives the final approval.   

4. Upon completion of the above, the learner’s gained credits will be recorded on the 
Students Information Achievement Productivity Sheet (SIPAS) and displayed on the 
Student Productivity Evaluation Report and Certificate.  

5. This process is completed within 15 working days after the completion of the 
training programme and approval of results.   

 

 

 



 
 

 
 
 

 
 

35 | P a g e  
 

Credit Transfer Procedure  

 

1. In applying for a transfer of credit for a programme/course that was previously 
completed, an applicant must submit a formal request (in person or via email) to the 
Project Coordinator during the admission process. The Project Coordinator will 
explain ThinkSmart’s credit transfer procedures to the applicant at this stage.  
 

2. If the initial request is approved within two working days, the applicant must fill in 
the Credit Transfer Form along with which they must submit valid and reliable 
evidence of achievement of intended learning outcomes. These documents include 
(but are not limited to) grade transcripts and course units/modules/course outlines 
with ILOs, the applicant’s assessment sample (e.g. portfolio, assignments, 
assessment copies), or other proof of achievement.    
 

3. Upon receipt of the above documents, they are initially verified and validated by the 
Project Coordinator against the similarities in the number of credit hours, level, type 
of programme/course, and nature of training delivery. If the programme/course was 
delivered online, ThinkSmart reserves the right to reject the application at this stage. 
This phase is completed within 2 working days of receiving the submission.  
 

4. Upon verification and approval of documents, the Project Coordinator sends the 
application and documents with his/her comments to the Training and Operations 
Manager who along with the Quality Coordinator assigns a subject matter expert/ 
Trainer to review the application and check that the evidence meets the 
unit/module/course ILOs. The validity of the submitted evidence to the proposed 
learning is considered.   
 

5. The subject matter expert/ Trainer may request more evidence or a discussion with 
the applicant to further assess his/her knowledge and competencies relevant to the 
current learning. The applicant may be formally assessed to further validate the 
currency of evidence, particularly if the qualification was achieved three years prior 
to the date of application or if the applicant has not worked in the field of 
specialization. The subject matter expert/ Trainer prepares a recommendation for 
the Training and Operations Manager, which may be as follows:  
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• Approved as per application   
• Approved partially (in which case, the subject matter expert/ trainer may 

recommend some credit to be transferred based on the discussion and evaluation)  
• Application Rejected  

 
6. The Training and Operations Manager, along with the Quality Coordinator, reviews the 

subject matter expert/Trainer’s recommendation, including the evidence, and 
approves the transfer of credit to the applicant based on ThinkSmart’s credit transfer 
guidelines:  

• Credit must be earned by successful completion of programme/course evidenced via 
assessments meeting the programme/course intended learning outcomes.  

• Only 50% of assessed credits can be awarded to a learner from another accredited 
institution.  

• Recognized credits can be used for only one new qualification at ThinkSmart.   
 

7. The Quality Coordinator is responsible for informing the Project Coordinator 
concerned about the outcome of the credit transfer application, who then records 
the recognized credits on the relevant documents for the applicant/learner. The 
Project Coordinator also informs the registration and admissions staff to implement 
required amendments to the applicant’s training plan.   
 

8. The Project Coordinator is also responsible for notifying the applicant about the 
credit transfer application outcomes, which is done by phone and email. If the 
application is rejected, the applicant is advised of the decision with justification 
provided by the subject matter expert. The applicant has the right to apply for an 
appeal about the credit transfer decision by filling out the Learner Appeal Form within 
3 working days of receiving notification from ThinkSmart. Any appeal made after that 
will not be accepted by ThinkSmart.  
 

9. The credit transfer processes are completed within 7 working days after receipt of the 
application, provided that all the required evidence is made available at the time of 
submission of the application.   
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Procedure for ThinkSmart learners requesting credit transfer to another 
institution   

1.  Learners who request evidence to continue learning for a certain qualification in 
another institution can request the Project Coordinator for the following documents 
using the Credit Transfer Form:  

• Attendance Report  
• Student Productivity Evaluation Report  
• Grades Transcript  
• Copy of Certificate   
• No Objection Letter   

 
2. The Project Coordinator must inform the Training and Operations Manager who 

authorizes the release of the requested documents from ThinkSmart.   
 

3. The evidence can be collected by the learner in person within 7 working days. The 
learner acknowledges receipt of the documents by signing the Credit Transfer Form.   
 

4. All records pertaining to credit accumulation and transfer are stored as per 
ThinkSmart’s Records of Certification and Security of Assessment Documents 
Policies.    

  Appeal Against Credit Transfer Denial  

• The learner has the right to appeal against the credit transfer decision if not upheld 
by filling in the Learner Appeal Form and submitting it to the assigned personnel   

• ThinkSmart will investigate the appeal as per the Learner Appeal Policy and 
procedures   
 

 

Related Policies  

• Registration and Admission Policy  
• Learner Appeal Policy  
• Recognition of Prior Learning Pathways Policy  
• Students Learning and Achievement monitoring Policy  
• Records of Certifications 
• Security of Assessment Documents Policies 
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Other Related Forms /Documents 

• Credit Transfer Form  
• Learner Appeal Form  
• Student Productivity Evaluation Report  
• Certificate  
• SIPAS 
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POLICY NAME: PROGRESSION AND LEARNING PATHWAYS POLICY  

POLICY NUMBER: TS-06-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

This policy embraces ThinkSmart’s vision to provide exceptional and lifelong learning and 
progression opportunities and pathways for career development. This policy offers a 
framework for ThinkSmart learners to register and complete a desired qualification and 
then progress vertically to a higher level or seek a horizontal pathway to acquire a new 
qualification toward forging a new career path.   

 

POLICY STATEMENT 

• ThinkSmart is committed to supporting learners with assistance to continue 
learning and to find career pathways.   

• We maintain key partnerships with global technology training providers, and 
regional and local organizations and councils (Microsoft, AWS, PeopleCert, Kaplan 
Genesis, BLOCKCHAIN, Bahrain e-commerce academy) and offer a wide spectrum 
of programmes/courses designed to suit every skill level.  

• ThinkSmart consults directly with our training partners to design customized 
learning plans for our learners.   

• The Student Empowerment and Support Project is dedicated to guiding learners to 
find employment opportunities that match their skills.  
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SCOPE  

This policy applies to all current and future learners at ThinkSmart and all staff responsible 
for the registration, admission, and training processes. The staff responsible for the 
procedures embedded within this policy are the Administration in Charge, Special Projects 
Team, Sales Team, Trainers, Training and Operations Manager, and Quality Coordinator.  

 

PROCEDURES  

1. The Special Projects Team is the initial point of contact for clients who approach 
ThinkSmart seeking learning and development opportunities. 
 

2. At this stage, the concerned Project Coordinator(s) do a one-to-one consultation 
with the client offering a learning and development plan that aligns with the client’s 
interest, career, or academic needs.   
 

3. During induction, learners are informed by ThinkSmart registration and admission 
staff about possible learning routes on completion of their current qualification, the 
support offered, and the personnel responsible.    
 

4. Upon registering in the desired programme/course, the learner’s learning journey 
and progress are monitored by the Trainer and also by the concerned Project 
Coordinator for the batch, who is responsible for following up if the training meets 
their expectations. This is done at fixed intervals during the training period 
(Feedback #9 &12 in the Facilitation of Program Course Provision and Learning 
Processes).  
 

5. Upon training, learners are informed about their strengths and given suggestions of 
new qualifications that align with their academic and career goals through the SIPAS 
(Students Information, Productivity, Achievement Sheet).  
 

6. ThinkSmart website and social media accounts also share programme/course 
outlines.   
 

7. Different Follow-up and Feedback Reports are generated to help ThinkSmart 
management to make informed decisions about the quality of the 
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programmes/courses offered and design and develop new qualifications that are 
aligned with the learners and market needs.  
 
 
 

Related Policies 

• Registration and Admission Policy  
• Credit Accumulation and Transfer Policy  
• Student’s Learning and Achievement Monitoring Policy  
• Facilitation of Program Course Provision and Learning Processes 
• Recognition of Prior Learning Policy  

 

Other Related Forms and Documents  

• SIPAS  
• Student Productivity Evaluation Report  
• Learning and Progression Pathway form  
• Stakeholder Feedback  
• Induction PPT 
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POLICY NAME: RECOGNITION OF PRIOR LEARNING POLICY  

POLICY NUMBER: TS-07-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

This policy adheres to the NQF guidelines for Recognition of Prior Learning (RPL). The 
procedures embedded in the policy provide a framework for ThinkSmart to recognize, and 
evaluate skills and knowledge acquired by a potential learner outside of a formal 
educational or training institution and provide appropriate guidance and counselling to 
support learners to avoid duplication of learning and assessment. 

 

POLICY STATEMENT 

• ThinkSmart recognizes the learning and achievement of the applicants prior to their 
registration at the Center.   

• Learners may apply for RPL for knowledge and skills obtained through informal and/or 
non-formal learning.  

• We will adopt and implement Assessment of Prior Learning (APL) as mandated by the 
regulatory authorities and the awarding bodies.  

• Credit is awarded only where there is a close and verified match between the prior 
learning achieved and the identified learning outcomes.  

• The maximum number of RPL credit recognitions should not exceed 50% of any 
programme/course.   

• RPL policy and procedures are made transparent to learners and potential learners 
via the Center’s website and Learners’ Support and Guidance Policy, and during the 
registration and admission process and the induction.   
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SCOPE  

This policy applies to all current and future learners at ThinkSmart and all staff responsible 
for the registration, admission, and training processes. The staff responsible for the 
procedures embedded within this policy are the Administration in Charge, Special Projects 
Team, Sales Team, Trainers, Training and Operations Manager, and Quality Coordinator.  

 

PROCEDURES  

1. An applicant who considers that they completed appropriate training or have skills 
gained through prior learning and experience stipulated for the unit of a desired 
course may apply for RPL preferably before the start of the training or within the first 
week after enrollment in the programme/course.  

2. An applicant requesting RPL must fill in the required information in the RPL Form 
along with which they must submit valid and reliable proof of prior learning. These 
documents include (but are not limited to) evidence of in-house/at-work training, 
employment awards/certificates, employer testimonials, projects or assignments 
accomplished, voluntary work recognition, portfolio, self-study initiatives, and 
internship commendation. The supporting documents should be recent, relevant to 
the programme/course RPL is applied for, and not more than three years prior to the 
date of the RPL application.  

3. Upon receipt of the RPL application and documents, the Project Coordinator/Sales 
Staff checks the submission to verify that the RPL application form is complete, and 
the learner has submitted the required documentation. She or he sends the RPL 
application to the Training and Operations Manager, who along with the Quality 
Coordinator verifies the application and evidence and validates the request.   

4. The Training and Operations Manager then appoints a Subject Matter Expert/Trainer 
to scrutinize the relevance of the provided proof of prior learning against the 
intended learning outcomes of the programme unit/course RPL is applied to.   

5. If the supporting documents and evidence provided are sufficient to assess the level 
of prior learning against the ILOs, the trainer can recommend the credit to be 
awarded for the RPL.   

6. If the evidence is insubstantial, the Centre may negotiate an appropriate 
assessment to measure prior learning, which can be an interview, written 
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assignment, project, demonstration of skill, or exam to validate. The mode of 
assessment will be decided based on the learning experience and the nature of the 
programme/course. The assessment will be conducted by a qualified 
assessor/trainer and evaluated against pre-set assessment criteria.   

7. This process is completed within one week from the date of the RPL application. The 
Training and Operations Manager approves the recognition of RPL.   

8. The learner is notified about the RPL application outcomes by the concerned 
Project Coordinator or Sales Staff by phone and via mail.   

9. The recognized RPL credit is recorded on the relevant documents for the 
applicant/learner. The Project Coordinator/Sales Staff also informs the registration 
and admissions staff to implement the required amendments to the applicant’s 
training plan. If the applicant is unsuccessful, they are advised of the reason for 
non-recognition of RPL. The learner is also informed about the right to appeal 
against the RPL decision.   

10. All records pertaining to the learner's RPL recognition are stored as per ThinkSmart’s 
Records of Certification and Security of Assessment Documents Policies.    

11. The RPL processes are completed within 5 to 7 working days after receipt of the 
application, provided that all the required evidence is made available at the time of 
submission of the application.  

 

Appeal Against Credit Transfer Denial 

• The learner has the right to appeal against RPL credit transfer decision if not upheld 
by filling in the Learner Appeal Form and submitting it to the assigned personnel 
within 3 working days of receiving the notification.  

• ThinkSmart will investigate the appeal as per the Learner Appeal Policy and 
procedures. 

 

Related Policies  

• Registration and Admission Policy  
• Progression and Learning Pathways Policy  
• Learner Appeal Policy  
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Other Related Forms and Documents  

• RPL Form  
• Learner Appeal Form  
• Program/Course Design, Development, Approval and Review Policy   
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POLICY NAME: JUSTIFICATION OF NEEDS FOR QUALIFICATION POLICY 

POLICY NUMBER: TS-08-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

This policy aims to systematically assess and validate the necessity for creating new 
qualifications within the organization. This process ensures that resources are allocated 
efficiently, addressing genuine skill gaps and emerging needs, thus enhancing 
organizational effectiveness and agility in response to evolving market demands, industry 
trends, and stakeholders’ needs.   

 

POLICY STATEMENT 

• ThinkSmart is committed to the development of relevant and high-quality 
programmes/ courses that meet the needs of its learners and are aligned with 
labour market trends, and societal demands. The introduction of new 
programmes/courses will be based on a thorough needs analysis and justification, 
incorporating trusted data sources and relevant stakeholders' feedback to ensure 
alignment with current and future needs.  
 

• ThinkSmart programmes/courses will meet regulatory requirements and standards 
including those of the MoL, Tamkeen, the BQA and NQF, and any relevant industry 
and professional awarding body standards.  
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SCOPE  

 This Policy applies to all activities undertaken by ThinkSmart to identify different 
stakeholders’ training needs including ThinkSmart leadership experience and expertise in 
sensing evolving market trends and demands for skills and competencies required within 
Bahrain’s workforce. The procedures embedded within this Policy apply to the Center’s 
different stakeholders, as well as the regulatory authorities, MoL and Tamkeen.    

  

PROCEDURES  

1. Establishing Rationale for Programme Development   

a. The rationale for developing a new programme/course is based on the educational 
or training needs of the target audience, which are linked to industry requirements, 
labour market trends, learner demographics, legal/regulatory standards, and 
emerging technologies.    

b. ThinkSmart uses different mechanisms to sense the training needs of its 
stakeholders which include:  

• Currently enrolled learners  

• ThinkSmart Alumni  

• Prospective learners at career events, university fairs, online survey respondents, 
and focus group events  

• Corporate employees   

• MoL, Tamkeen, and external consultants when required  

• Awarding body and training partners   

  

c. Continuous feedback mechanisms are in place to solicit input from TS employees, 
learners, and other stakeholders regarding the adequacy of current qualifications 
and potential areas for improvement or enhancement.   

d. Regular review cycles are implemented to assess the relevance and effectiveness of 
existing qualifications against evolving needs, typically conducted annually.   
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e. In addition, ThinkSmart GM monitors regulatory requirements, awarding body 
updates and market trends through different mechanisms such as meetings, career 
events, international expos (GITEX-Dubai, LEAP-Riyadh, Meet ICT-Bahrain), and 
communication with different industry leadership  

f. Tools used to assess needs are online learner survey forms, ThinkSmart Impact 
Assessment Reports (which are updated weekly), Employment Skills Gap Analysis 
conducted by the Center staff, stakeholder survey, and International Reports from 
vendors (Pearson Report).   

g. The Special Project Team/Sales Team/Marketing Team and Administration Staff are 
responsible for gathering data from the different sources and analyzing it to identify 
potential areas where new programmes/courses could address existing gaps or 
meet emerging demands.  

h. Based on the needs assessment findings, a formal proposal may be presented to TS 
leadership if a new programme/course needs to be developed (Group Chairman and 
General Manager).    

i. This formal proposal is developed based on TS criteria for introducing a new 
programme or course. The Training and Operations Manager, the Special Project 
Coordinator, the Sales Manager, and the Marketing Manager develop this proposal.   

j. The proposal should include basic information such as programme description, 
objectives, target audience, required resources, market penetration strategies, and 
estimated client/learner enrollment.   

k. If approved, the programme components will be designed, developed, documented, 
and approved as per TS criteria, awarding body standards (if externally accredited), 
and regulatory authority requirements and in compliance with the National 
Qualifications Framework Standards for national qualifications.  

 

Feasibility Criteria for Programme/Course Development   

Criteria  Comments from the relevant Department Staff (To 
be Supported with Evidence/Data Where needed).  

Why is this programme needed?    

Who is the Target Market?   
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What are the Potential Intended Learning 
Outcomes?  

 

Does the Proposed Programme enhance the 
Current offerings at TS?  

 

Are there any potential operational constraints?  

What is the potential Impact of the proposed 
programme on TS Stakeholders? 

 

What is the business potential of this Project?  

How will the proposed Programme be marketed 
to reach the estimated learner number across a 
defined timespan? (To consider TS annual 
Programme Schedule /Calendar  (  

 

Resources Required to develop and Operate 
the Programme and the means to source them. 

 

 

 

Related Policies  

• Qualification Design, Development, and Approval Policy  
• Facilitation of program course provision and learning processes 

 

Other Related Forms and Documents  

• Stakeholder Feedback form  
• Awarding Body Feedback  
• Learner Feedback Form  
• Impact Assessment Report  
• Skills Gap Analysis Report  
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POLICY NAME: PROGRAMME/COURSE DESIGN, DEVELOPMENT AND 
APPROVAL POLICY 

POLICY NUMBER: TS-09-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

 This policy aims to establish clear and robust procedures for the systematic and transparent 
development, approval, and ongoing review of programmes/courses offered by ThinkSmart. 
By providing structured guidelines for programme/course development and review 
processes, ThinkSmart strives to promote excellence, relevance, and continuous 
improvement in its educational and training offerings.  

 

POLICY STATEMENT 

• The policy will apply to all types of programmes/courses ThinkSmart offers. 
Currently, this policy guides the development and approval of Externally Awarded 
Programmes wherein successful ThinkSmart learners receive certification from the 
awarding body.   

• Upon successful institutional listing of ThinkSmart on the National Qualifications 
Framework, this policy and procedures will guide the design and development of 
internally designed qualifications for placement or alignment of foreign 
qualifications on the NQF Register.  
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SCOPE  

This policy applies to all training-related operations of ThinkSmart. Different departments 
including ThinkSmart leadership are accountable for the procedures embedded within each 
stage of qualification development, approval, and review.   

 

 

Criteria Guiding ThinkSmart Programme /Course Acquisition or Development, 
Approval and Review  

1. Programme/course offering is based on a clear rationale, which is informed through 
consistent and systematic implementation of data collection from relevant 
stakeholders and analysis mechanisms.   

2. Reflect regulatory authority, vendor/training partner, and awarding body standards 
in all processes.  

3. Develop programmes/courses with SMART intended learning outcomes and where 
required assign NQF Level and Credit.  

4. Design the most effective facilitation of learning practices and assessment methods 
for every programme/course.  

5. Develop assessment tasks that are purposefully aligned to the programme/course 
ILOs.  

6. Develop learning and progression pathways for programmes/courses and ensure 
they are clearly articulated to learners.  

7. Develop and apply consistent and systematic internal moderation and verification 
mechanisms to monitor programme/course components’ quality at appropriate 
stages of the programme/course development process and during the 
implementation stages. Where appropriate, TS programmes/courses will be subject 
to external verification and approval.  

8. Develop and systematically implement a comprehensive programme/course review, 
evaluation, and analysis mechanism to continuously monitor the quality of TS 
programmes/courses and use the outcomes to create Action Plans/ Improvement 
Plans. 
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PROCEDURES   

1. Acquisition, Development, and Approval of Externally Awarded Programmes or 
Courses  

a. Externally awarded programmes are sourced from the Awarding Body based on 
stakeholders’ needs, market trends, and feedback from regulatory authorities MoL 
and Tamkeen.   

b. Thinksmart maintains frequent communication with the Awarding body and 
receives new/updated internationally accredited programme/course 
specifications.   

c. The General Manager is responsible for identifying potential Vendor-based 
programmes and obtaining the partnership agreement on behalf of ThinkSmart.   

d. Upon instructions from the GM, communication between the Awarding body is 
maintained by the administration staff.    

e. Programme documents received from the Awarding body are reviewed and 
confirmed by the General Manager and Training and Operations Manager.   

f. ThinkSmart is currently partnering with several international awarding bodies 
(#refer to Facilitation of program course provision and learning processes)  

g. If the programme/course is sourced from the awarding body already listed with TS, 
the Training and Operations Manager and Subject Matter Expert/Trainer are 
responsible for the following:   

• Identifying learner prerequisites for the newly proposed and approved 
programme/course   

• Sequencing the programme/course modules/units, stating the intended learning 
outcomes aligned to the level of learning, session duration, mode of delivery, and 
modes of assessments  

• Planning teaching, and learning activities  

• Selecting relevant resources besides the official resources   

• Selecting assessments aligned with the intended learning outcomes from the 
Vendor-approved Question Bank.  
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h. The programme/course specification document (MoL Approval Form) is completed 
by the admin, reviewed by the Training and Operations Manager against the 
Awarding Body Agreement with ThinkSmart, and finally approved by the GM.   

i. ThinkSmart internal processes are completed within 5 working days.   

j. The documents are then submitted to the regulatory authority ( MoL) for approval 
prior to marketing the programme through different TS channels.   

k. However, if a new programme/course that is not offered by TS Training 
Partners/Vendors, it may take longer as TS General Manager will need to seek 
programme/course offerings from other accrediting partners/vendors   

 

1. Development and Approval of Internally Designed National Qualifications  
 
• ThinkSmart is committed to conforming to National Qualifications Framework 

principles for developing national qualifications to be placed on the NQF or aligning 
externally awarded programmes to the NQF.   
 

• Upon TS leadership approval for developing a new qualification at the proposed 
NQF level, the following processes are implemented:  
 
 

• A Qualification Development and Mapping Panel comprising a Subject Matter Expert 
and Programme Designer is appointed by the GM. The selected team members 
should meet the criteria below.  If the Subject Matter Expert and Programme 
Designer are appointed internally, TS management will arrange formal training and 
capacity building to ensure they are familiarized with NQF principles, policies, and 
procedures.   
 

• If TS personnel do not meet the criteria listed below, the GM will source external 
consultants to complete the project. In this case, the GM will delegate the Special 
Projects Manager to assist and coordinate with the Qualification Development and 
Mapping Panel to ensure that the programme reflects TS values and academic and 
training standards and quality.  
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• Subject Matter Expert Selection Criteria:  
• Qualification at or above the level and field of the qualification being developed.  
• A minimum of 5 years of work experience in related industry sector(s).  
• Previous experience developing similar programmes including assessments and 

criteria for achieving the qualification. 
• Advanced knowledge of the application of NQF principles, policies, and procedures. 

 

         Programme Designer Selection Criteria: 

• A minimum of 5 years of training experience preferably in the field of the 
qualification or one or more core disciplines included in the programme  

• Experience in planning the overall structure and sequence of a curriculum  
• Knowledge of instructional strategies and pedagogical approaches    
• Knowledge of TS academic, training, and assessment standards and review 

processes  
• Knowledge of TS accrediting partners and their requirements (where needed)  
• Advanced knowledge of the application of NQF principles, policies, and procedures 

 

Responsibility of the Qualification Development and Mapping Panel 

The Qualification Development and Mapping Panel is responsible for developing the overall 
structure of the programme including:  

• Sequence of learning (the number of units or courses, the notional learning hours, 
the number of credits for each unit and the overall programme credit, and the 
duration of the programme)  

• Access and Entry requirements.    

• Curriculum appropriate to the level and field of study and reflecting industry 
practices.   

• Clear and measurable learning outcomes that are benchmarked against external 
exemplars and reflect the depth and complexity of the proposed NQF level 
descriptors.    

• Instructional strategies that align with identified needs and meet programme goals.  
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• Required resources including suggesting any course materials such as textbooks, 
and technological aids to deliver the programme.  

• Learning activities and assessments methods to facilitate formative learning.  

• Summative assessment methods and criteria for achievement of learning 
outcomes.  

• Learning pathways for progression or exit pathway (if needed) from the programme.   

• The Qualification Development and Mapping Panel should complete the 
documentation of the mapping results in the Mapping Scorecard, providing relevant 
rationales justifying the proposed NQF level for each unit's Intended Learning 
Outcome, and the overall NQF level of the qualification.   

• The proposed timeframe for developing the programme and mapping process is 
within 6 weeks after the Qualification Development and Mapping Panel is convened. 
However, the timeframe is subject to amendment if necessary.   

 

 Upon completion of the programme development and mapping processes, the 
following processes are implemented: 

 The General Manager convenes a Qualification Confirmation Panel of 3 members The 
General Manager convenes a Qualification Confirmation Panel of 3 members who 
should not have participated in the Qualification Development and Mapping events.   

Criteria for Selection and Responsibility of Qualification Confirmation Panel:  

The Qualification Confirmation Panel is formed with:  

• 2 internal validators (the Training and Operations Manager and a Trainer with 
relevant experience in the qualification discipline)  

•  one external consultant with at least 5 years of industry/sector experience.   

 The Qualification Confirmation Panel is responsible for reviewing and validating:  

• programme components including the mapping scorecard.   

• mapping between the learning outcomes for each sub-strand reflects the depth and 
complexity of the proposed NQF level.  

• appropriateness of the assessment methods  
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• allocated notional hours assigned to the learning activities  

•  proposed NQF Level and Credit for each unit and the whole qualification.  

• The proposed timeframe for this stage is set within 4 weeks, which includes 
addressing any modifications or amendments to be implemented if needed.   

• If a consensus is reached between the two Panels, ThinkSmart leadership 
authorizes the programme implementation.   

      Authorization and Placement of Qualification  

• All processes involved in the development and approval of national qualifications 
will be recorded, and the documents will be authorized by the General Manager and 
then the Group Chairman.   

• After completion and approval of qualification compliance to NQF standards, TS will 
apply for placing the qualification on the Framework. The Qualification Placement 
Application Form is completed by the General Manager, signed by the Group 
Chairman, and submitted to the BQA with a cover letter and supporting materials.   

• The Qualification will be subject to internal review and audit as per ThinkSmart 
procedures and external review and audit as per the awarding body requirements if 
the qualification is externally awarded.   

 

Learning Resources: 

• At the course design stage, the course specification template has a section that 
relates to learning resources that will be required, and this, together with the course 
specification as a whole, is considered and decided upon by the Training and 
Operations Manager and approved by the General Manager. 

• Requests for the purchase of learning resources is approved by the General 
Manager and aligned with annual budgets. The Training and Operations Manager will 
also provide input in consultation with the trainers to ensure that learning resources 
and materials for study are sufficient to support the learners in achieving the 
learning outcomes.  

• Resources are reviewed at the time of a programme review or as required. 
Computers are tested on a regular basis to mitigate problems in class.  



 
 

 
 
 

 
 

57 | P a g e  
 

• The Training Room Checklist is used by the trainer on a daily basis to ensure 
appropriate resources are in place throughout delivery of a course to support 
learners’ achievement of learning outcomes.  

• Guidance is provided to learners at induction and as required throughout a course 
on the use of facilities such as the Library and Labs.  

 

Benchmarking of Qualifications 

• Presently, TS offers externally awarded programmes/courses that are benchmarked 
by the concerned awarding body. Any review, modification/updates to meet industry 
standards or stakeholders’ needs are implemented by the awarding body.  

• TS designs the different assessments by selecting the questions aligned with the 
ILOs from the question bank provided by the awarding body and provides additional 
learning resources approved by the awarding body to meet the learners’ needs.  
 

For internally- designed qualifications, the following benchmarking process will be 
implemented: 

Criteria, roles, responsibilities for Benchmarking Process 

1.Before approval for design of a qualification  

Before approving the design of a qualification, the following criteria will be considered:  

• Benchmarking against established qualifications: 
• Review qualifications from leading institutions/competitors and their course 

outlines, syllabi, and published materials. Look at both local and 
international programmes to ensure local, regional and global 
competitiveness. 

• Compare learning outcomes, required competencies, and assessments to 
establish benchmarks for the qualification’s content and structure. 

• The following process will be conducted by the concerned Project Team and the 
Quality Coordinator.  The Training and Operations Manager will oversee the 
processes with the final approval for designing the qualification from the General 
Manager.  
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Mechanisms to Gather Required Information 

The list below includes some of the mechanisms (but not limited to) TS may use for the 
benchmarking process: 

• TS will use relevant labour market studies, government employment projections, 
and industry reports to assess current demand and skill gaps. 

• TS will engage with industry forums, professional associations, and sector-specific 
publications. 

• TS will conduct surveys or interviews with employers, industry professionals, 
academic staff, and potential students to identify necessary skills and knowledge 
areas. 

• Use focus groups or advisory panels to gather targeted feedback from key 
stakeholders 
 
 

2. During the design stage:  

•Alignment with Industry Standards: Qualification content should align with current 
industry standards and emerging trends. 

•Learning Outcomes and Competencies: The qualifications should clearly outline 
measurable learning outcomes and core competencies relevant to the field. 

Personnel responsible include:  

Qualification Development and Mapping Panel  

• Programme Designer is responsible for drafting and aligning qualifications with 
sector standards. 

• Subject Matter Experts (SME): Provide expertise on specific content and ensure 
alignment with industry knowledge. 
 

3. After designing the qualification and before approval  
• The Qualification Conformation Panel will oversee the benchmarking process, 

ensuring all criteria are met and documented. 
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In addition, TS management may seek external advice. These include (but not limited to): 

• Industry Partners to validate the relevance and rigour of the qualification. 
• Approval Authorities (Professional Accreditation Bodies) to review and endorse the 

qualifications post-benchmarking 

Timeframe for Benchmarking 

Initial Benchmarking 

• Early in the qualification design stage, typically 3 months before final approval. 

Interim Review 

• Every 3 years to ensure qualifications remain up to date. 

Major Review 

• Every 5 years or upon significant industry changes. 

 

Mechanism for Utilising Benchmarking Findings 

Curriculum Adjustments 

-  Revise curriculum elements such as modules, learning outcomes, or assessment 
methods. 

Stakeholder Feedback Integration 

 -Involve stakeholders in discussing and validating proposed changes 

Monitor the currency of the programme  

-Guage if the qualification continues to align with industry standards, reflects current 
practices, and meets learners academic and professional expectations. 

Develop Improvement Plans 

-Create actionable plans based on benchmarking findings to address any identified gaps 
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Related Policies  

• Justification of Need for Developing Qualifications Policy  
• Qualification Monitoring and Review Policy  
• Assessment Design Policy 
• Internal and External Verification and Moderation Assessment Policy  

Other Related Forms and Documents  

• Feasibility Criteria for Programme/Course Development  
• Qualification Design Checklist  
• Programme Specification Form  
• Action Plans/ Improvement Plans/MOM  
• Course Specification Form  
• Training Operations Checklist  
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POLICY NAME: ASSESSMENTS AND MODERATION POLICY  

POLICY NUMBER: TS-10-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The aim of the Assessments and Moderation Policy is to ensure fair, valid, and reliable 
assessment practices that accurately measure learner progress and achievement at 
ThinkSmart. This policy aims to uphold educational standards, promote effective learning 
outcomes, and guide assessment procedures across all programmes/courses offered by 
the Centre.   

 

Key Principles:  

Validity: Assessments are designed to measure the intended learning outcomes of the 
program or course effectively.  

Reliability: Consistency and dependability are ensured in the administration, marking, and 
interpretation of assessments.  

Fairness: Assessments are fair and unbiased, accommodating diverse learner needs.  

Transparency: Assessment criteria, procedures, and expectations are clearly 
communicated to learners and relevant stakeholders.  

Feedback: Constructive feedback is provided to learners to facilitate their ongoing learning 
and improvement.  
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POLICY STATEMENT 

• ThinkSmart is committed to conducting assessments that are integral to the 
learning process, providing meaningful feedback to learners, and accurately 
evaluating attainment of learning objectives/outcomes.   

• ThinkSmart trainers are responsible for designing formative and summative 
assessment tasks based on the outcomes of the pre-assessment (before the start of 
the learning period) and on-going assessment of learners’ progress.   

• A range of formative and summative assessment tasks purposefully aligned to 
programme/course ILOs, appropriate to the level of study and manageable for 
learners are used. In every unit/module, all ILOs are assessed through questions 
that range from easy to more complex.   

• Assessment criteria are clear and made transparent to learners during the 
induction, the Learner’s Manual, by the trainer before conducting any assessment, 
and on the assessment cover page as required.  

• Assessments are corrected against internally verified rubrics and answer keys to 
ensure reliability, consistency and fairness in assessment result.  

• The integrity of assessment records is protected by robust security. Learners’ 
assessment records are automatically uploaded on password protected ThinkSmart 
SharePoint account with access limited to authorized personnel.   

• Learners' assessment records/documents are subject to scheduled internal 
verification as part of quality assurance and outcomes are used to inform training 
and learning improvements  

• Summative assessments are moderated before pre-delivery and post-delivery 
against pre-agreed criteria.   
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SCOPE  

This policy applies to all ThinkSmart learners and staff responsible for training and the 
quality of programmes/courses offered by the Centre.  This policy will guide the design, 
review, and implementation processes of all assessments conducted at ThinkSmart.  

 

Assessments   

ThinkSmart trainers design different type assessments to measure learners’ access, 
progress, achievement of ILOs and development of skills and competencies expected at 
the level of learning. There will be an evaluation at the beginning, in the middle and end of 
the course. The outcomes of these assessments are used to track learners’ progress 
throughout the programme/course.   

Purpose of the assessments   

1. Placement Test  

It is an exam to determine the student's knowledge or sufficiency in the subjects to meet 
the minimum requirements for a specific course before student enters the desired course. 
A learner who wishes to enroll in a desired programme/course must do a placement test.   

2. Formative Assessments  

• Processes used by trainers during instruction to ascertain learning and to provide 
verbal feedback.    

• These ungraded assessments are valuable guides to adjust ongoing teaching and 
learning to improve learners' achievement of intended instructional outcomes, and 
trainers use them to determine if further instruction is necessary in Action Plan.    

• Using formative assessment strategies removes the surprises from getting final 
grades. When integrated into training and learning on an ongoing basis, learners can 
constantly improve and excel.   

• Pre-Skill Measurement Exam  

 On the first day and before the start of the training, ThinkSmart trainer implements the Pre-
Skill Measurement Exam for learners. The purpose of this assessment is to measure 
learners’ prior knowledge and skills before starting the training.  
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• Mid Assessment/ Quizzes  

• Used to assess at specific times during the training period for the purpose of 
measuring achievement of specific learning outcomes/objectives.   

  

Formative assessments include but not limited to:  

o Q&A  

o Activities/Homework   

o Group Discussion   

o Online lab (Access to online exercises to practice anytime and anywhere for self-
evaluation)    

3. Summative Assessments   

• Post- Skill Measurement Exam  

 Implemented upon completion of the training, the Post-Skill Measurement Exam. This 
assessment is to measure the knowledge, and skills attained after completing the training. 
This is also good practice for the awarding body certifying exam as its outcome is a strong 
criterion to indicate learners' readiness for the external exam.   

• Super Lab/Case Study   

• The trainer provides a practical lab to cover all the course's objectives, and this lab 
is divided into steps.   

• Trainers maintain and regularly update the SIPAS and Student Productivity 
Evaluation Report and give learners feedback to help them improve.  

4. External Exam Preparation for Learners/Mock Exams   

The trainer prepares learners to achieve success in the online external exam by providing 
practice questions and answers.   

Thinksmart also provides trial exams (Mock Exam) by using Safe Browser. If a learner fails 
the Online Mock Exam, Thinksmart will provide Session Support and again session for 
Exam Preparation plus a free voucher if needed.  
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After completing the course, Thinksmart provides learners with an online session to 
discuss the official exam and topics, or some scenarios and important questions are 
reviewed.  

 

5. Assessment Question Types include:   

• Multiple Choice Questions- a subset of "objective questions" which have one 
correct answer.  

• Short answer questions- includes question types such as complete the sentence, 
complete the missing line, problems and exercises in science-based subjects, short 
descriptive or qualitative answers, essay plans, diagrams with explanation.   

  

6. Marking and Grading   

• At present, there are no paper based assessments. All assessments are 
administered online, and they are auto corrected.  

• Learners get the result/grade as soon as they complete and submit their 
assessment.   

• All questions are awarded one point. Learners know which response is inaccurate. 
The trainer gives feedback to individual learners and further explanation and 
practice for ILOs they did not achieve. The assessment mechanism at ThinkSmart 
helps trainers give timely and constructive feedback to learners to support them to 
progress consistently and achieve the programme/course learning objectives   

• For Super Lab Assessments, one point is awarded for accurate completion of each 
step  

  

7. Achievement Criteria   

 To be eligible for achieving and completing the progamme/course, learners must score:   

• Minimum 50% of assessed components   

• Minimum 70% of course attendance   
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The total mark awarded (100%) is distributed accordingly:  

• 70% Post Skill Measurement Exam    

• 20% Super Lab / Case Study    

• 10% Attendance    

          Grades Range Description   

• 90-100: Outstanding, excellent work    

• 80-89: Good, competent work    

• 70-79: Adequate, reasonably satisfactory work   

•  60-69: Partial Mastery is evident    

• 50-59: Minimal of Mastery    

• <50: Fail    

 

8. Learner Feedback and Support Mechanism  

Trainers keep learners informed of their level, progress and performance through   

a. Pre- and Post-skills Measurement Exams, Quizzes, Case Study    

b. Students Productivity Evaluation Report  

c. Email, Private WhatsApp Messages, Batch WhatsApp Messages   

d. Timely Verbal Feedback    

 

• Learners receive an immediate update of their assessment result immediately upon 
submission.  

• The trainer provides verbal feedback and explanation to learners’ responses if 
inaccurate after every assessment.  

• After completing the training course Pre-Skill Measurement Exam will be compared 
with the Post Skill Measurement Exam to measure the development of student’s 
skills, this comparison will be based on per desired learning outcome.   
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• Learners are supported with a free repeat course if they do not achieve the passing 
criteria  

• Trainer evaluates each learner upon programme/course completion using a rating 
rubric in the following categories:   

o Dependability, Attendance and Ability to learn  

•  Learners’ final grade and progress rate are recorded on the Student Productivity 
Evaluation Report and sent to the learner upon completion of the internal 
assessment verification and approval processes. (# Refer to Feedback and 
Observation Processes document)   

 

 9. Assessment Design and Development for Externally Awarded 
Programmes/Courses   

• Upon programme/course approval from regulatory authorities (MoL), the Training 
Operations and Quality Manager assigns the Subject Matter Expert/Trainer to 
develop assessments aligned to the approved learning objectives.  

• The assessments are internally developed within one (1) month of getting the MoL 
approval.   

• The trainer selects the exam questions from the Awarding Body Question Bank and 
ensures that questions are aligned to programme/course ILOs and Objectives 
and/or vendor requirements.  The Trainer completes the “Assessment Mapping and 
Moderation Form’, which is initially reviewed by the Training Operations and Quality 
Manager to see if the assessment specifications of the Awarding Body have been 
met.  

• Trainer aligns the Exam Questions with Learning Outcomes where each Outcome 
has a specific number of questions   

o for Pre-Skill Measurement Exam, at least 3 questions per Outcome   

o For Post-Skill Measurement Exam at least 5 questions per Outcome    

o Trainers also assign the correct answer for each question in every assessment.  
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10. Assessment Design and Development for local Programmes/Courses   

  

• For internally designed programmes/courses, the assessment methods and grading 
criteria are established at the programme/course development stage by the 
Programme Development and Mapping Panel and verified and approved by the 
Confirmation Panel.  

• Subject to approval of the programme specifications from MoL, the Training and 
Operations Manager assigns the approved trainer(s) to design and develop that are 
aligned to the Intended Learning Outcomes assessments including the rubrics/ 
answer keys or model answers at least two (2) weeks before the commencement of 
the programme/course. The Training and Operations Manager facilitates this 
process with the trainer(s).   

• A range of assessment approaches may be used. The approaches are both 
formative and summative to ensure that learners are provided with relevant 
opportunities to demonstrate and improve their performance against the 
established assessment criteria   

• According to the approved mode of assessment delivery (online/paper based), the 
trainer will create the assessment document clearly stating the ILOs, assessment 
criteria and marks awarded for each task and the overall grade for the assessment 
on the Assessment Cover Page.   

• Assessments will be corrected by the trainer manually (if paper based) against the 
approved answer key/model answers/grading rubric. The timeframe for this process 
will be decided by the Training and Operations Manager based on the Level of the 
National Qualification, mode of assessment, and the complexity and type of 
assessment.   

• Online assessments are auto marked, and the trainer uploads the analysis on 
ThinkSmart SharePoint.  
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11. Internal Assessment Verification and Moderation Process  

  

    Purpose:   

• These processes apply to all assessments conducted at ThinkSmart including but 
not limited to examinations, learners’ coursework, projects, presentations and any 
other form of learner evaluation.   

• These processes are to ensure that the assessments’ design and the resultant 
learner achievement is accurate, correct, consistent and fair, and comply with 
regulatory and awarding authorities’ stipulations.   

• The outcomes of these internal and external moderation and verification processes 
act as checks and balances in assessment-related activities at the Centre and 
contribute to the continuous improvement of our offerings and dissemination of 
best practices among the staff.   

•      

Learner and Staff Awareness:  

• Learners are made aware of the ThinkSmart Assessment and Moderation Policy 
through the Student Manual and during induction. The assessment criteria to be 
used to measure learner success in meeting course Intended Learning Outcomes, 
the nature of the assessment, the appropriate weightage and the schedule will be 
explained to learners at the beginning of every programme/course.  

•  Feedback is provided to the learners once assessments have been marked and 
moderated.  

•  In the trainer induction and training process, new trainers are briefed about the 
requirements and regulations in relation to assessment.  

Pre-Assessment Verification and Moderation   

  

•  After assessments are mapped, they are verified by the IV who may be a Certified 
Trainer/Subject Matter Expert appointed by the Training and Operations Manager 
and not involved in the assessment design and development stage.  
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• The moderator feeds back any findings and recommendations by completing the 
Pre- Assessment Verification and Moderation Form, which may include any 
changes to the design of the assessment, relevance to and coverage of ILOs, clarity 
of questions, marks awarded to questions, time allocated for the assessment 
relative to its length and complexity. The programme/course trainer is responsible 
for addressing the IVs feedback and preparing the final version of the assessment.   

• Upon approval of the final version of the assessment and all related components 
(answer key, model answer, marking rubric), the Training and Operations Manager 
ensures they are securely stored in ThinkSmart SharePoint folder. The 
programme/course trainer will generate the assessment in Online Form one week 
before the exam date. The learners receive the link for the Assessment Form at the 
assigned time of the exam.   

  

      Post- Assessment Verification and Moderation   

• Internal post-assessment moderation of learners’ assessments (Pre- and Post-Skills 
Measurement Exams and Case Study) is carried out using a sample selection 
process. The Training and Operations Manager is responsible for assigning the IV 
Panel, which will comprise of a Subject Matter Expert Trainer and the Quality 
Coordinator.   

• For ensuring ThinkSmart quality compliance and monitoring of learner performance, 
60% sampling of different summative assessments are selected from the 
completed batches. The sample will include the whole range of mark distribution; 
high, average and low marks for each assessment.  

• In case the trainer is new to ThinkSmart, 100% of the graded assessments will be 
verified for the first two programmes/courses delivered by the trainer to ensure 
assessment grading criteria are implemented rigorously and in line with awarding 
body requirements.  

• The IV is responsible for verifying the correction of assessment, the mark awarded 
to the learner for each question and the consistency of application of assessment 
criteria/marking rubric. The distribution of marks across the sample is checked and 
justification will be sought for any inconsistencies. The Post-Assessment 
Verification and Moderation Form is used for this purpose. If there are any 
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discrepancies, these are discussed with the programme/course trainer/ assessor 
and changes documented in the Form.   

• The recommended timeframe for post-assessment moderation and verification is 
10 working days. The timeframe is also dependent on the complexity of the 
assessment, the numbers of assessments and learners in the batch, and the 
availability of the IV. As an extreme limit, the assessment result will be shared with 
the learner within 15 working days after submission of assessments by the learner. 
Learners’ assessment results are approved after completion of internal moderation 
and verification.  

• After verification and approval, the results/grades are sent to the admin-in Charge 
and the Quality Coordinator who are responsible for updating Learners SIPAS and 
preparing the Student Productivity Evaluation Report.   

 

12. External Verification of Assessments Arrangements   

ThinkSmart adheres to the assessment verification processes and standards prescribed by 
the external awarding bodies and/or regulatory authorities. At present, all accrediting 
examinations are controlled by the awarding body concerned and ThinkSmart implements 
the testing processes requirements.   

• In compliance with NQF for national qualifications, ThinkSmart will engage with 
external consultants/ Subject Matter Experts/Assessors to verify the accuracy, 
authenticity, completeness, and adherence to academic standards of summative 
assessments.  

• External verification of assessments, when needed, will be implemented as 
mandated by the awarding body.   

• The Training and Operations Manager and the Quality Coordinators will be 
responsible for selecting a representative sample of all summative assessments for 
external review.  

• The external reviewer(s) independent of the initial assessment, will review the 
selected samples.  

• The external review results will be compared with initial internal verification of 
assessments.  



 
 

 
 
 

 
 

72 | P a g e  
 

• The external reviewer(s) will provide feedback to assessors and ThinkSmart 
leadership on verification outcomes.   

• The outcomes of external verification of assessment records are documented as per 
ThinkSmart Security of Learners' Assessment Documents, Records and Certificate 
Records Policy.   

• The actions to be taken will be decided by the Training and Operations Manager in 
corroboration with the Quality Coordinator, Trainers, ThinkSmart Management Team 
and approved by the General Manager.   

  

13.Additional Considerations   

• Conduct regular training sessions for assessors/trainers, moderators, and quality 
assurance team members on assessment criteria, standards, and procedural 
updates.  

• Maintain comprehensive records of all moderation and verification activities, 
including meeting minutes, assessment results, feedback received, and actions 
taken.  

• Generate periodic reports summarizing outcomes of course analyses to inform 
ThinkSmart stakeholders and support continuous improvement efforts.  

 

 

Related Policies  

• Programme Design Development and Approval Policy  
• Internal and External Qualification Monitoring and Review Policy  
• Certification Issuance and Authentication Policy  
• Security of Learners' Assessment Documents, Records and Certificate Records 

Policy  
• Feedback and Observation Guidelines  
• Recruitment and Selection Policy  

Other Related Forms and Documents  

• Mapping and Verification of Assessment Questions Form  
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• Internal Verification and Moderation Report  
• Pre-Assessment  
• Post-Assessment  
• Case Study  
• Mid Assessment  
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POLICY NAME: ASSESSMENT INTEGRITY AND MISCONDUCT POLICY  

POLICY NUMBER: TS-11-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The Assessment Integrity and Misconduct Policy aims to establish and ensure that 
assessment practices align with ThinkSmart educational and training goals, promote 
academic honesty, and support the accurate evaluation of learner achievement. This 
Policy also defines expectations, procedures, and consequences related to learner 
conduct that undermines the educational environment, ethical standards, or community 
well-being at ThinkSmart.  

 

POLICY STATEMENT 

• ThinkSmart is committed to fostering an environment where assessment practices 
are conducted with integrity, transparency, and adherence to ethical standards.   

• We emphasize the importance of preventing academic misconduct, maintaining 
assessment validity, and upholding the credibility of academic outcomes.  

• ThinkSmart is committed to fostering a safe, respectful, and conducive learning 
environment for our community.  

 

SCOPE  

This Policy applies to all assessments conducted to evaluate learners’ knowledge, skills, 
and competencies across academic programmes/courses. This Policy is also applicable to 
the conduct of all staff and learners on ThinkSmart premises, at Centre-sponsored events, 
online platforms related to the institution's activities, and any conduct that affects the 
reputation or welfare of ThinkSmart community.   
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ThinkSmart Principles Related to Integrity of Assessment and Conduct   

• All ThinkSmart trainers must be aware of learning and academic dishonesty and 
misconduct acts and implement appropriate preventive strategies and practices to 
discourage any of the above-mentioned dishonest actions.  

• All trainers must show high integrity and an unbiased approach towards learners 
during the training period and assessment correction.   

• During trainer induction, trainers are made aware of the Assessment Integrity and 
Misconduct Policy, procedures and consequences of misconduct actions, and their 
responsibility to adhere to the Center’s integrity and ethical conduct guidelines.  

• During learner induction, learners are made aware of the Assessment Integrity and 
Misconduct Policy, procedures and consequences of misconduct and their right to 
appeal to any suspected bias or misconduct activities of ThinkSmart staff.  

• During the learning period, learners are informed of learning and assessment 
requirements of the programme/course, including accepted academic referencing 
when required, to avoid disciplinary decisions.   

• Trainers, when appropriate, make information available to learners regarding proper 
referencing of information taken from published documents to avoid plagiarism, the 
acceptable nature and extent of group collaboration among learners, and any other 
learning and assessment requirements.  

• Before administering the assessment, exam proctors must remind learners about 
the academic misconduct activities and repercussions.  

  

1. Learning and Assessment Misconduct activities include but not limited to the 
following:  

• Plagiarism  

• Cheating   

• Falsification of academic credentials  

• Damaging another learner’s work  
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Plagiarism Tolerance Guideline:   

o For any assessment that requires learners to use resources (books, websites, 
journals, articles), ThinkSmart adheres to a maximum similarity plagiarism index of 
20%.  

o TS trainers will use plagiarism detection software (Grammarly) to verify the similarity 
percentage of assignments submitted by learners to published documents.   

o  If the similarity index exceeds 20%, the trainer checks the plagiarism report to 
ensure validity.   

2. Misbehaviours or Unethical Conducts include but not limited to the following:  

• Disruption of teaching, learning, or administrative activities.   

• Harassment, discrimination, or bullying based on protected characteristics.   

• Violation of ThinkSmart policies, rules, or regulations.   

• Unauthorized use of the Centre resources or facilities.   

• Substance abuse or possession of illegal substances on Centre premise  

  

3. Minor Academic Misconduct or Misbehavior  

Definition:   

Minor misconduct refers to minor non-compliance, such as isolated instances of low-level 
cheating, unauthorized collaboration on assignments, or minor breaches of academic 
conduct policies.  

Impact:   

While these actions undermine academic integrity, they may not significantly compromise 
the fairness of assessments or harm the educational environment on a substantial scale.  
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Purpose of Sanctions:  

Sanctions for minor misconduct aim to correct behavior, educate students on academic 
integrity, and deter future violations while recognizing the opportunity for rehabilitation.  

Examples include but not limited to  Typical Sanctions include but not limited to  

• Copying homework  

• Using unauthorized aids during a 
quiz  

•  Failing to properly cite sources  

•  Minor disruptions in class  

• Inappropriate Clothing  

• Smoking on the premise  

  

• Warning or reprimand  

• Grade reduction (the learner will be 
awarded the minimum passing mark 
(50%) if resubmission is allowed  

• A failing grade for the assessment in 
question if the plagiarism level exceeds 
the standard index (20%)  

• Requirement to redo the assignment or 
assessment under supervision in which 
case, the trainer can decide the grade to 
be sanctioned.   

• Educational interventions, such as 
academic integrity workshop or 
counselling sessions if needed  

  

 

4. Major Academic Misconduct or Misbehavior  

Definition:   

Major misconduct involves more serious violations that substantially impact the integrity of 
assessments, the educational process, or the well-being of others within ThinkSmart 
community. This includes repeated instances of minor misconduct, exceeding plagiarism 
index, falsification of academic credentials, or behaviours that pose a threat to safety, 
integrity and well-being of ThinkSmart community.  

Impact:   

Major misconduct poses a significant threat to academic standards, trust within the 
community, and ThinkSmart reputation for integrity.  
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Purpose of Sanctions:  

 Sanctions for major misconduct aim to protect academic integrity, maintain the 
educational environment, and uphold ThinkSmart’s reputation. They also serve as a 
deterrent to serious breaches of academic honesty and community standards.  

Examples include but not limited to  Typical Sanctions include but not 
limited to  

• Intentional plagiarism on a major 
assignment  

• Falsifying data in research  

• Cheating in exams  

•  Submitting assessments completed by 
someone else  

• Repeated academic dishonesty practices 
by a learner  

• Repeated harassment, discrimination, or 
bullying offences  

• Repeated violation of ThinkSmart 
policies, and regulations  

• Unauthorized use of the Centre resources 
or facilities, including technology 
applications   

• Substance abuse or possession of illegal 
substances on Centre premises.  

  

  

• Suspension from the 
programme/course for a specified 
period.   

• Expulsion from ThinkSmart, 
resulting in termination of 
enrollment.   

• Permanent notation on academic 
record indicating the offense.   

• Revocation of academic credits or 
degrees obtained through 
fraudulent means.   

• Legal consequences if the 
misconduct violates civil or 
criminal laws.  
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5. Procedures for Non-compliance of Assessment Integrity and Misconduct 
Activities   

               Reporting:  

• Any member of ThinkSmart community may report suspected misconduct or 
misbehavior to the appropriate authority, which can be a trainer, administration 
staff, or management staff. The Learning and Academic Misconduct Form is used to 
record the details of the misconduct.   

              Investigation:  

• The person who receives the report of the incident raises the matter to the Training 
and Operations if related to assessment misconduct or the admin-in-Charge if 
related to misconducts or misbehaviours.   

• The Training and Operations/ Admin-in Charge is responsible for investigating the 
incident for which a meeting can be arranged with concerned individuals, which can 
be the accused, the victim, the trainer if related to assessment misconduct. The 
discussions and outcomes of the meetings are documented in the Learning and 
Academic Misconduct Form.  

• If misconduct is substantiated, ThinkSmart implements the following procedures 
for adjudication.  

  

Adjudication:  

• If case of minor academic offences, the Training and Operations Manager or the 
Admin-in Charge are authorized to implement the standard sanctions/penalties.   

• If the issue is major or violates the reputation of ThinkSmart and its community, the 
matter is escalated to the General Manager who convenes a Disciplinary Action 
Committee.   

• The Committee will comprise 3 management staff members (of which one must be 
a trainer if related to assessment integrity) who are not involved in the misconduct 
act.   

• The Committee is responsible for conducting an independent investigation of the 
incident unbiased by the outcomes of the initial investigation by the Training and 
Operations Manager/ Admin-in-Charge.  
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• Depending on the severity and nature of the misconduct, sanctions may be 
imposed, ranging from warnings and probation to suspension or expulsion from the 
Centre. The sanctions are determined by the Disciplinary Action Committee based 
on fairness, proportionality, and consideration of mitigating factors.  

  

6. Appeal Against Misconduct Action/Penalty   

• The learner has the right to appeal against the misconduct and/or the penalty 
imposed.   

• The appeal is to be made within 10 working days of notification of the decision.  

• For major misconduct or unethical behaviours, ThinkSmart reserves the right to 
reject an appeal claim.   

• Appeal Against Credit Transfer Denial   

• ThinkSmart will investigate the appeal as per the Learner Appeal Policy and 
procedures    

  

7.  Additional Considerations:   

• The General Manager is responsible for evaluating the consequences of the penalty 
on the learner’s reputation and their academic prospects. The GM should consider 
how the penalty impacts the learner’s enrolment, achievement report and 
certification.    

• TS will ensure confidentiality is strictly adhered to throughout the procedures, and in 
no circumstances is the identity of the concerned individuals revealed to anyone 
outside of those involved in processes.  

• The recipient of the sanction/penalty will be formally informed (email/letter). The 
admin-in-charge is responsible for notifying the learner and the sponsor (if 
applicable) of the outcomes of the investigation and the sanction implemented. If 
by email, the General Manager must be BCCed and if by letter, a copy of the letter 
should be securely stored as per the ‘Security of Learners' Assessment Documents, 
Records and Certificate Records Policy’.  
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• If misconduct or misbehavior, the victim(s) of the action are informed on a need-to-
know basis.   

• The GM is responsible for informing the Group Chairman and CEO if the incident is 
serious and impacts the reputation of ThinkSmart and its community.    

  

 

Related Policies  

• Learner Appeal Policy  

Other Related Forms and Documents  

• Learner Appeal Form  
• Student Manual 
• Learning and Academic Misconduct Form  
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POLICY NAME: LEARNER APPEAL POLICY  

POLICY NUMBER: TS-12-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The aim of the Learner Appeal Policy is to provide a fair and transparent process for 
learners to appeal decisions related to academic assessments, evaluations, or other 
institutional practices, including access and transfer to programmes/courses, perceived as 
unfair or unjust at ThinkSmart. This policy aims to uphold the rights of learners, ensure due 
process, and promote accountability in decision-making.  

 

POLICY STATEMENT 

• ThinkSmart is committed to maintaining an equitable and accessible process for 
learners to appeal decisions they believe are unjust or unfair.   

• This policy affirms the Centre’s dedication to transparency, accountability, and the 
protection of learner rights. Appeals are considered with impartiality and in 
accordance with established procedures to ensure a just resolution.  

• ThinkSmart maintains transparency of learners’ rights to appeal against decisions 
regarding access transfer, assessments and any unfair practices. Learners are made 
aware of their appeal rights on ThinkSmart website, through discussion with 
concerned staff, and sharing related policies and procedures during the induction 
session.  

• If the appeal is raised for access and transfer to externally awarded 
programmes/courses or for external examination evaluation and certification 
offered in partnership with ThinkSmart, we raise the concern to the awarding body 
who will then receive the appeal, evaluate and act as seen appropriate within their 
policies.   
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• ThinkSmart is committed to allowing the inspection of all relevant records related to 
the learner’s appeal upon request from the awarding body to facilitate a fair 
conclusion to the appeal process.   

  

• SCOPE  

This policy applies to all learners enrolled at ThinkSmart. It encompasses appeals related 
to academic assessments, grading disputes, disciplinary actions, and other institutional 
decisions affecting learners’ access rights and academic progress.  Appeal 
reconcilement   processes include an initial informal review stage and the formal review 
and resolution stage.  

Grounds for Appeal:  

Learners may appeal on the following grounds:  

• Denial or barriers to access, transfer and progression on programmes/courses (for 
example, the imposition of unreasonable prerequisites for access to a course or to 
undertake an assessment)  

• Alleged errors in assessment or grading  

• Procedural irregularities that may have affected the fairness of a decision (for 
example, inaccuracy in recording results or unreasonable delays  

• Unfair treatment or bias from ThinkSmart staff. 

 

Initiating an Appeal  

Learners initiate an appeal by submitting a written appeal email or Appeal Form (shared via 
link on website and in the Student Manual during induction) to the designated staff or 
department within the specified timeframe, which is 3 working days from the date of 
notification of the decision being appealed.  
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Initial Informal Review Stage  

1. Access and Denial Review Process   

• In cases where registration, access or transfer is denied, learners may meet and 
discuss the matter with ThinkSmart Training and Operations Manager for 
reconsideration within three (3) working days of the notification of the decision.  

• The Training and Operations Manager will acknowledge the request and confirm a 
meeting time with the learner within two (2) working days.  

• The Training and Operations Manager along with the Quality Coordinator will record 
notes from the meeting and the agreed outcome. The notes and the outcomes will 
be dated and retained in the learner’s record.   

• If the learner is not satisfied with the outcome, the matter is escalated to a formal 
appeal.  

  

2. Assessment Decision Review Process  

• In cases where the learner appeals against any aspect of their assessment, the 
learner must request a meeting with the Trainer or Assessor requesting a review of 
the decision within three (3) working days of the result notification.  

• The trainer/assessor will acknowledge the request and confirm a meeting time 
within two (2) working days. They will also inform the Training and Operations 
Manager the appeal.   

• The trainer/ assessor reviews the assessment working with the Training and 
Operations Manager and informs the learner of the outcomes.  

• If the learner is not satisfied with the outcome, the matter is escalated to a formal 
appeal.  

• Notes of a learner’s meeting with the Trainer/Assessor or the Training and 
Operations Manager and the agreed outcome will be dated and retained in the 
learner’s records.  

• A learner’s disagreement with an assessment outcome without sufficient 
supporting evidence fails to qualify as valid grounds for appeal.  
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3. Appeal Against Assessment Integrity and Misconducts   

• In the case of violation of assessment integrity or misconduct issues, the learner 
does not have the right to an initial informal review. This decision can only be 
formally appealed.  

• A learner may formally appeal a decision regarding the finding of a learning 
misconduct and/or assessment regulations non-compliance investigation and/or 
the sanction imposed.   

• The appeal is to be made within 10 working days of notification of the decision.  

• In the case of major misconduct or unethical behaviours that compromises 
ThinkSmart’s reputation and safety and wellbeing of our community, the Centre’s 
leadership reserves the right to outright reject an appeal claim.     

  

4. Formal Appeal Process   

• The Learner Appeal Form can be downloaded from ThinkSmart website or obtained 
from the Administration Department.  

• The formal appeal should be submitted on the Appeal Form to the Training and 
Operations Manager within five (5) working days of the informal Review Meeting or 
within 10 working days of notification of a decision if a learner has not engaged in 
the informal Review option.  

• In the event of a formal appeal, the General Manager convenes an Appeal 
Resolution Committee comprising three (3 members) who were not involved in the 
appealed decision or processes  

• The Appeal Resolution Committee is responsible for conducting an independent 
investigation of the assigned case and giving a final resolution for the appeal. The 
Appeal Resolution Committee receives the Appeal Form and any other relevant 
documentation and meets to investigate the case from the Quality Coordinator or 
the Training and Operations Manager. If appropriate the learner may be invited to the 
meeting to provide evidence.    

• The findings and recommended decision of the Appeal Resolution Committee are 
submitted to the General Manager within three (3) working days of the formation of 
the Committee  
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• The Quality Coordinator is responsible for advising the outcome of the appeal to the 
applicant within one (1) working day of the General Manager’s approval and 
ensuring any follow-up action is completed to redress the learner’s loss during the 
appeal process.   

• If the appeal is upheld, the learner will receive an apology email from the General 
Manager and appropriate recourse will be implemented by ThinkSmart to reverse 
the decision and address the learner’s concern or request.  

• As appropriate, the staff concerned will receive a full briefing on the issue and any 
additional training required to avoid similar cases.   

• If the appeal is not upheld, the learner will receive a written notice with the reason 
for the decision. The Appeal Resolution Committee’s decision is final and may not 
be re-appealed.  

• Appeal Resolution Committee notes, and outcome will be dated and stored in the 
learner’s records.    

  

5. Appeal Fee  

• A fee of BD20 is payable when the form is submitted. This is refunded to the 
appellant should the appeal be upheld.  

 

 

Related Policies  

• Registration and Admission Policy  
• Credit Accumulation and Transfer Policy   
• Progression and Learning Pathways Policy  
• Recognition of Prior Learning Policy   
• Assessments and Moderation Policy  
• Assessment Integrity and Misconduct Policy  
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Other Related Forms and Documents  

• Credit Transfer Form   
• RPL Form   
• Learner Appeal Form  
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POLICY NAME: CERTIFICATION ISSUANCE AND AUTHENTICATION POLICY  

POLICY NUMBER: TS-13-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The aim of the Certification Issuance and Authentication Policy is to establish clear 
guidelines and procedures for the issuance of certificates to learners who have 
successfully completed their respective programmes/courses at ThinkSmart. This policy 
ensures transparency, fairness, and reliability in recognizing the achievements of 
ThinkSmart learners.  

 

POLICY STATEMENT 

•  ThinkSmart is committed to providing certificates to learners who have 
demonstrated the expected level of knowledge, skills and competencies in their 
chosen programme/course.  

• ThinkSmart is responsible for certification of local programmes/courses and for 
those placed on the National Qualifications Framework.  

• Certificates issued by ThinkSmart represent a formal acknowledgment of 
successful course completion and attainment of learning outcomes as defined by 
the respective programme/course curriculum.  

• Copies of the certificates including learners’ qualification and credit achievements 
will be recorded for future enrolments and progression opportunities. ThinkSmart 
keeps accurate, complete results and learners' assessment documents safely 
archived, yet readily accessible to authorized personnel.  
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• The Quality Coordinator is responsible for overseeing the awarding, validating, 
recording and archiving of certificates including learners’ assessment records.   

• At present, ThinkSmart offers only externally awarded programmes/courses for 
which ThinkSmart issues Certificate of Completion. The awarding bodies are 
responsible for the issuance of achievement certificates for ThinkSmart learners. 

 

• SCOPE  

• Certificate issuance encompasses all learners who successfully complete their 
programmes/courses at ThinkSmart.   

• Certificates from ThinkSmart will be issued upon verification of the completion 
criteria outlined in the Certification Issuance and Authentication Policy.    

• This policy applies to ThinkSmart Admin Staff, IT department, Trainers, Training and 
Operations Manager, Quality Coordinator, and General Manager.  

• Certificate of Completion Issuance occurs at the end of each programme/course 
cycle, after all assessments and criteria have been validated. Within 10 working 
days after completion of training as per the Training Operations Manual.  
 

1. Criteria for Issuing Certification  

• Successful Course Completion: Learners must successfully complete all required 
assessments, projects, and examinations as specified in the course syllabus.   

• Minimum Performance Standards: The learner must achieve all 
programme/course ILOs at the minimum passing grade of 50% to qualify for 
certification.  

• Attendance Requirements: Learner must attend a minimum of 70% of the 
programme/course duration of the programme/course.  

• Ethical Standards: Learners must adhere to ethical standards and academic 
integrity throughout their course of study. ThinkSmart reserves the right to reject 
certificate issuance to any learner who is found guilty of academic misconduct.   

• Fee Payment: Any outstanding fees or dues must be settled before a certificate can 
be issued.  
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2. Procedures for Certificate Issuance for Externally Accredited 
Programmes/Courses  

The following processes are implemented upon the training period's completion.   

• The Quality Coordinator, including the programme/course trainer, is responsible for 
all the processes that lead up to the issuance of certificates to successful learners.   

• If the post-exam is paper based, the trainer corrects the exam against pre-
established rubrics and answer key. At present, all assessments are online wherein 
they are auto corrected.   

• Upon completion of post-assessment moderation and verification, the Training 
Operations and Quality Manager approves the assessment results to be 
documented in learners’ records.   

• As part of internal verification processes, course related documents (assessments, 
learner & trainer feedback, class observation and Action Forms) are analyzed. These 
processes are completed by the Training and Quality Manager and Quality 
Coordinators and approved by the General Manager and completed within two (2) 
weeks of post assessment.  

• The trainer also prepares a Mock test schedule for every programme/course batch. 
Learners are given more than one opportunity to sit for Mock Exams before the 
External online Exam as part of exam preparation.  

• The Student Productivity Evaluation Report provides the summary of learner 
achievement, and the overall grade achieved out of 100 accordingly:  

o Post-test 70%  

o Student work (practical lab work) 20%  

o Attendance 10%  

o Improvement Rate (pre to post progress)  

 

• The learner must score a minimum overall of 50% to be eligible to receive the 
Certificate of Completion.   
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• The admin in Charge and Quality Coordinator are responsible for completing the 
SIPAS and Student Productivity Evaluation Reports within 10 working days after 
completion of post-assessment moderation and verification.  

• The Training and Operations Manager verifies the Student Productivity Evaluation 
Reports, and the General Manager approves the issuance of Student Productivity 
Evaluation Report and ThinkSmart Programme/Course Completion Certificate, 
which are emailed to the learner by the Admin Team.    

• The whole process is completed within 10 working days of post-assessment.   

• ThinkSmart is responsible for ensuring the registration of all learners for the 
externally awarded programmes/courses. We are Pearson VUE accredited testing 
center, and we implement the testing protocol stipulated by Pearson.    

• Registration for external online examinations is arranged within 20 working days 
after training completion and when learners have completed the Mock Exam 
practice.  

• Learners receive their certificate from the awarding body directly 

  

3. Procedures for NQF Qualifications Certificate Issuance   

  

ThinkSmart is committed to placing qualifications on the National Qualifications 
Framework.  Accordingly, the following procedures will take effect for certification of 
national qualifications.  

• The trainer corrects the post assessments, updates the SIPAS (on ThinkSmart 
SharePoint) for all learners and submits final assessment grades, assessment 
records, and the list of learners list of learners who have successfully achieved the 
ILOs and are eligible to receive the certificate to the Quality Coordinator within 5 
working days of completion of the post assessment.  

• The post-assessment internal moderation is completed by the Quality Coordinator 
within 10 working days of receiving learners’ assessment records from the trainer.   
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•  The Quality Coordinator is also responsible for verifying learners’ attendance 
records and records of academic or RPL Credit transfer if applicable. The Training 
and Operations Manager approves the list of successful learners for issuance of 
certificates and submits it to the General Manager for final approval prior to the 
issue of certificates to successful learners.  

  

The Admin Team will also verify the following details for issuing the certificate:  

o Valid identity card for the learner’s full name  

o Qualification Information (Title, Code if applicable, Passing Criteria)  

 

▪ 90-100: Outstanding, excellent work 80-89: Good, competent work  

▪ 70-79: Adequate, reasonably satisfactory work 60-69: Partial Mastery is evident  

▪ 50-59: Minimal of Mastery  

▪ <50: Fail  

- NQF Level and Credit value, where appropriate  

•   The list is sent to the admin-in-charge to be prepared after which, the Training and 
Operations Manager & Quality Coordinator will proofread the certificate and verify 
that learners’ details entered are accurate. The certificate will clearly state the 
qualification name, date of completion, and any relevant distinctions or honors 
achieved.   

• Certificates will be signed by the authorized personnel (trainer and GM) designated 
by ThinkSmart leadership.   

• The Certificate Issuance procedures are completed within 30 working days of 
completion of the programme/course.  

• The Quality Coordinators ensure that until issue of the certificates to learners, they 
are secured in a locked cabinet.  

•  ThinkSmart will issue ONLY one copy of a certification per learner.  

  



 
 

 
 
 

 
 

93 | P a g e  
 

 

4. Distribution of Certificates  

 Awarding body Programmes/Courses  

• For externally awarded programmes/courses, certificates are accessible to 
individual learners upon successfully passing the examination in the awarding body 
student account.   

• ThinkSmart does not have access to these private accounts. ThinkSmart Admin staff 
contacts our learners and requests for a softcopy of the certificate to be stored for 
our reference.    

For National Qualifications   

• The Admin In charge is responsible for sending a digital copy of the certificate via 
email. If learners request a hard copy, the admin will inform the learners when their 
certificates are ready for collection. They are also informed about the time and 
assigned personnel authorized to hand over the certificate.  The learner needs to 
present CPR or Passport identification to receive the certificate.  

• The learner needs to present CPR or Passport identification to receive the 
certificate.  

• In the event the learner assigns another person in lieu of for certificate collection, 
the learner must provide a written request via email to the admin-in-Charge or the 
Quality Coordinator authorizing the person to collect the certificate on his/her 
behalf, and identification is also required.    

• Learners must sign a Certificate Received Form when they collect their certificate.    
 

5. Certificate Authentication for National Qualifications  

• ThinkSmart certificates contain learner’s unique serial number, ThinkSmart logo, 
Programme/Course title, awarding body logo, date of training and is authorized with 
the signatures of the Trainer and the General Manager.   

• For national qualifications, ThinkSmart will comply with the certification 
authentication requirements.  
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• The Quality Coordinator and Admin-In charge will ensure that certificates will 
contain the appropriate wording that the award is under the BQA authority and the 
NQF Level and NQF Credit.  

 

6. Certificate Re-Issuance Procedure   

•  By establishing clear criteria and procedures for reissuing certificates, ThinkSmart 
ensures that replacement certificates maintain the same level of authenticity and 
credibility as the original ones, while also meeting the legitimate needs of learners/ 
recipients.   

• ThinkSmart will re-issue a copy of a certificate upon a formal written request (via 
email or in-person) from the learner.  

  

The learner must provide the following details in the request:   

Full name & CPR number   

Qualification Title, Code if applicable & date of completion    

Reason for requesting re-issuance of certificate  

 

Criteria for certificate re-issuance:  

▪ Loss of damage of original certificate, in which case the learner is required to 
provide a statement explaining the circumstances of the loss or damage.  
 

▪ If a learner has legally changed their name since the issuance of the original 
certificate, a reissued certificate reflecting the updated name may be requested. 
 
 

▪ A certificate may be reissued to correct significant errors, such as misspellings of 
the learner's name, incorrect course titles, or erroneous completion dates. The 
request for reissuance should be accompanied by documentation that clearly 
identifies the errors. In this case, ThinkSmart will not charge the fee for re-issuance 
if the error was made by the Centre.   
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• The fee for the first original certificate will be included in the course payment. A 
request for re-issuing a certificate (due to loss or damage of original certificate) 
incurs a charge of BHD 20 per certificate to cover the costs of materials and 
administration.   

• If the learner wants the certificate to be couriered to another country of residence, 
additional courier charges will be applied as appropriate.   

• ThinkSmart Admin Staff verifies the authenticity of the request and may conduct 
additional checks to ensure compliance with external awarding body regulations if 
applicable.   

• Once the request is approved and all requirements are met, ThinkSmart issues the 
reissued certificate. It should bear a notation indicating that it is a replacement or 
reissued certificate to distinguish it from the original. Certificate re-issuance 
process is completed within 4 weeks of receipt of request from the learner.  

• ThinkSmart maintains records of the original issuance and reissuance of certificates 
for auditing and verification purposes.  

 

 

Related Policies  

• Approval of Assessment Results Policy  
• Integrity of Assessment Policy   
• Assessment Verification and Moderation Policy   
• Security of Learners' Assessment Documents, Records and Certificate Records 

Policy  

 

Other Related Forms and Documents  

• Facilitation of program course provision and learning processes 
• Course Analysis  
• Sample of Certificate  
• Sample of SIPAS & Student Productivity Evaluation Record 
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POLICY NAME: SECURITY OF LEARNER’S ASSESSMENT DOCUMENTS, 
RECORDS AND CERTIFICATES RECORD POLICY 

POLICY NUMBER: TS-14-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The aim of this Policy is to ensure the confidentiality, integrity, protection and availability of 
learners’ assessment documents and academic records and certification documents 
issued by ThinkSmart. This policy aims to safeguard the academic achievements of 
learners and maintain the credibility of certifications.  

 

POLICY STATEMENT 

• ThinkSmart is committed to maintaining robust procedures and safeguards to 
protect learners' assessment documents, records and certification documents.   

• We recognize the importance of securely storing, managing, and providing access to 
these records in accordance with applicable laws, regulations, and the Centre’s 
principles and policies.  

 

SCOPE  

This policy applies to all learners’ assessment records, personal records, and certification 
documents generated or issued by ThinkSmart to learners who have successfully 
completed their courses or programs. It encompasses both physical and electronic 
records maintained by the Centre.  
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1. Collection and Generation of Assessment Records:  

• Learners’ personal records such as Identification cards and other documents 
collected for registration and admission purposes.  

• Assessment records generated during learners' participation in the enrolled 
programme/course.   

• Records include exam results, project/lab assessments, and any other 
documentation used to evaluate learner performance.  

  

2. Storage and Retention of Assessment Document and Records   

               Physical Records:   

• Scanned copies of learners’ assessment documents if the assessments are 
administered in paper-based format, personal records shared during registration 
and admission processes including credit transfer request, or appeal against 
Center’s policy and procedures are stored in locked and secure facilities within the 
Centre.   

• At present, as part of ThinkSmart’s commitment to a paperless environment, 
scanned copies of learners’ assessment documents and records are stored in a 
digital format. The external drives are stored with batch details (programme/course 
title, date) to facilitate retrieval.   

• The access to the records storage room is assigned only to personnel authorized by 
ThinkSmart General Manager or the Training and Operations Manager.  

• Retrieval requests from any department personnel for a learner’s assessment 
documents including certificate copy and personal records with a legitimate need-
to-know basis must be approved by the Quality Coordinator and are recorded in a 
log on the Center’s SharePoint drive.   

• The retention period for physical copies of assessment documents and records is 3 
years from completion of the programme/course after which they are securely 
archived in the Centre’s document management system.   
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Electronic Records:  

• Online assessment records are stored on secure servers with access restricted to 
authorized personnel through controlled login credentials and encryption code 
when appropriate.  

• As with physical records, access to learners’ electronically stored assessment 
documents is assigned only to personnel authorized by ThinkSmart General 
Manager or the Training and Operations Manager.  

• IT-in Charge is responsible for backup of learners’ assessment documents, records 
and certification records every month. 

  

3. Security of Learners’ Records of Certification   

• Scanned records of every national qualification certificate issued by ThinkSmart will 
be stored with the learner’s record in ThinkSmart’s data management center in a 
secure password protected folder.   

• The admin-in-Charge and the Quality Coordinators are responsible for maintaining a 
list of stored certificates according to programme/course batch, learner name, date 
of issue, and serial number in an online log to enable tracking of certification 
records and retrieval if required.   

• Records of any cancelled and reissued certificates will also be retained. ThinkSmart 
acknowledges that the Center is required to cancel a certificate in cases where legal 
or regulatory authorities mandate the cancellation of a certificate, such as due to 
changes in accreditation status, compliance issues, or judicial orders. In this case, 
ThinkSmart will inform the concerned recipients of this qualification certification.   

• Certificates may only be retrieved from the backed-up data management centre by 
personnel authorized by ThinkSmart General Manager or the Training and 
Operations Manager.  
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4. Additional Considerations   

• Define access rights and protocols for staff handling assessment records to prevent 
unauthorized access or data breaches.  

• ThinkSmart staff handling assessment records and certification documents receive 
training on data security practices, confidentiality requirements, and their roles in 
maintaining record integrity.  

• New trainers and part-time trainers are also provided awareness session during 
their induction of ThinkSmart’s assessment documents entry, accuracy, 
confidentiality, storage and retrieval policy and guidelines.   

• As part of ThinkSmart’s annual internal quality processes, audits are also 
conducted to assess compliance with this policy, data protection laws, and other 
relevant regulations.  

• The ‘Security of Learners' Assessment Documents, Records and Certificate Records 
Policy’ is subject to the periodic policy review once every 3 years and interim 
updates to reflect any unprecedented changes in technology, or regulatory 
requirements.   

  

 

 

 

Related Policies  

• Approval of Assessment Results  
• Assessment Integrity and Misconduct Policy  
• Certificate Issuance and Authentication Policy  
• Data Protection Policy  
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Other Related Forms and Documents  

• Learners’ Records Retrieval Request Form  
• List of Learners’ Assessment Documents and Records  
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POLICY NAME: RISK AND CRISIS MANAGEMENT POLICY 

POLICY NUMBER: TS-15-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The aim of the Risk and Crisis Management Policy is to establish proactive measures and 
effective strategies to identify, assess, mitigate, and manage risks and crises that may 
impact ThinkSmart. This policy aims to safeguard the Centre’s reputation, ensure the 
continuity of operations, and protect the well-being of our stakeholders. 

 

POLICY STATEMENT 

ThinkSmart is committed to maintaining a resilient and responsive risk and crisis 
management approach.  

 

SCOPE  

This policy applies to all aspects of ThinkSmart including academic, administrative, 
operational, and environmental domains. It encompasses risks and crises related to:  

• Training Provision   

• Operational disruptions including technical issues and data protection  

• Health and Safety and Centre Security incidents   

• Reputation risks   

• Financial risks   
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ThinkSmart Leadership and Management Responsibilities  

• Regularly assess risks through comprehensive risk assessments and scenario 
planning exercises.  

• Identify potential threats, vulnerabilities, and opportunities for risk mitigation  

• Take risk mitigation actions promptly when necessary  

• Communicate regularly with ThinkSmart stakeholders to promote a culture of 
proactive risk management   

• Conducts drills, training sessions, and simulations to prepare personnel and 
stakeholders for effective crisis response.  

• Establish clear communication channels and protocols for disseminating timely 
and accurate information during crises.  

• Maintain ongoing communication with internal stakeholders and external 
stakeholders to manage perceptions and expectations.  

• Implement recovery plans to restore normal operations, and support affected 
individuals or departments.  

• Conducts post-crisis evaluations to identify lessons learned, update crisis 
management plans, and improve future response efforts.  

        Emergency Response Coordinators:  

• Admin in Charge  

• First Aiders  

• Responsibilities: Serve as first responders during emergencies, ensuring 
immediate response actions and coordination with local authorities.  

• Training: Receive specialized training in emergency response protocols, evacuation 
procedures, first aid, and crisis communication.  
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Review and Revision:  

• The Risk and Crisis Management Policy undergoes regular reviews and updates to 
incorporate lessons learned, emerging risks, and changes in ThinkSmart needs, and 
ensure alignment with regulatory requirements  

 

 

Related Policies 

• Health and Safety Policy  
• Data Protection Policy  
• Harassment and Bullying Policy  
• Covid-19 Restrictions and Guidelines from HR  

 

Other Related Forms and Documents  

• Health and Safety Induction for Staff  
• Health and Safety Plan and Procedures   
• First Aid Certificate  
• Health & Safety Questionnaire  
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POLICY NAME: REFUND POLICY   

POLICY NUMBER: TS-16-V1 

VERSION: 1.0 EFFECTIVE DATE: June 2024 

LAST REVIEW DATE:  

 

AIM 

The purpose of this policy is to establish clear guidelines for the Refund process of 
cancelled registration and courses before the end of the training program. This policy 
outlines the terms and conditions and approval processes that must be followed. 

 

POLICY STATEMENT 

ThinkSmart maintains a fair, student-friendly approach concerning payments made by 
students before enrollment in courses/programmes.  We understand that circumstances 
may change, and students may need to cancel their enrollment. Our Refund Policy ensures 
that refund requests are dealt with in a timely and transparent manner.  

 

SCOPE  

This Policy applies to all students who enroll in any training course or programme offered 
by ThinkSmart. It outlines the circumstances under which a refund may be requested, the 
process for requesting a refund, and the conditions that must be met for a refund to be 
granted.  
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A. Terms and Conditions 
 

1. The student enters into a contractual relationship upon acceptance of all the terms and 
conditions in the agreement with Thinksmart for the registered course. 

 
2. The student is legally bound to the Agreement. It does not matter if the payment of fees 

is paid by someone other than the student (e.g. sponsor/funder or any other third 
party), the contract is with the student who will be the beneficiary of the training 
services and material. 

 
3. Where an outside funder sponsors the students' course, it is the student's 

responsibility to ensure that he/she fulfils the sponsor’s criteria. Should the sponsor 
does not approve the funding of a student for whatever reason, the student will be 
responsible for the course fees including materials and exams. 

 
4. Once enrolled, a student remains liable for the total fees payable. Dropping out of a 

course does not clear students of payment liabilities. 

 

B. Cancellations / Withdrawals 
 

1. Students remain liable for any amounts owed to Thinksmart as at the date of written 
notice of cancellation. 

 
2. If students cancel their studies before completion, Thinksmart will be entitled to claim 

payment for all training delivered until the date of written notice of cancellation. 

 

 
3. Thinksmart reserves the right to cancel a student's registration due to any infringement 

or disregard of the organization’s rules and regulations as stipulated in the Student 
Code of Conduct. Should the student be discharged due to conduct or disruptive 
behavior in class there will be NO REFUND at all. 

 
4. If a student cancels enrolment in a program any time after the course commencement, 

Thinksmart will not refund any fees and charges paid by or for the student.  
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5. The student's failure to make progress with his/her studies, or to complete a course for 

whatever reason, shall in no ways entitle him/her to a reduction in fees, a refund on fees 
paid in advance nor will it absolve him/her from full liability for outstanding payment of 
fees and other charges. 

 
6. Students requesting cancellation are required to complete a Cancellation of 

Registration form (FORM CODE) and indicate one or more relevant grounds for 
cancellation. 

 
C. Refund 

 
1. A reasonable cancellation charge is determined according to the circumstances of each 

case and is based on the training already delivered to the student at the time of 
cancellation, and the notice period given by the student. 
 

2. In the event that a refund is required in accordance with the policy and approval process, 
the refund shall be affected by a crossed cheque in favor of the originator of the payment. 

 
3. If Thinksmart cancels a batch for several reasons, a refund to student can be made or 

transferred to the next available batch session, appropriate for the student.  
 

4. Special consideration can be requested if one of the following events applies:  
• Medical condition preventing the student from continuing the course 
• Natural disasters preventing the Trainee from continuing the course 

 
 

5. Any dispute about a refund shall be submitted to a committee (from Thinksmart) for 
review and approval.  
 

 


