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1. About Phoenix Consultancy 
  
Who are We? 

 

Phoenix Consultancy has been a leader in the coaching and business consulting industry for 

over 25 years.  Merlin Walberg, an esteemed business leader is the president of Phoenix 

Consultancy and the Phoenix Group. 

 

What we Do 

 

Phoenix Consultancy exists to foster the development of people and organisations in order to 

achieve competitive advantage, improved performance and employee loyalty. It is our intention 

(and our expertise) to support leaders and followers in the creation of cultures which enable 

trust, respect and integrity to flourish. We help clients to clearly identify core problems, and to 

solve them with positive, creative, and long-term solutions. 

 

What we Believe in 

 

We passionately believe in the capability of organisations, individuals and communities to 

develop and progress.  Our aim is to work with others to make this a reality.  We demonstrate 

our commitment to our values through the way we go about our business; they underpin what 

we do and how we do it. 

 

• Appreciating everyone’s unique creativity, resourcefulness and contribution 

• Ensuring equality of access 

• Valuing and celebrating diversity 

• Retaining a person centred focus 

• Delivering service excellence 

• Using every possible opportunity to develop and progress 
 

These values are at the heart of the training and support that is offered to our clients. 
 

Our Approach 

 

Our approach seeks to help people recognise where they can be influential and how to focus 

their energy and skills in that area. This increases motivation, productivity and the achievement 

of business objectives. 

 

Our Core Values 

 

Our core values are;  

     - Engendering and fostering trust, 

     - Respect for all people equally, 

     - Building on strengths,  

     - Motivating through encouragement, and  



 

     - Giving honest feedback.  

 

In our client relationships we are committed to; 

     - Working in partnership, with unfailing integrity, 

     - To create and implement strategies which become fully integrated into the  

       organisation; leading to independent effectiveness for the long term. 

  
How we achieve equality and diversity and provide equal opportunities 
We are committed to ensuring a diverse range of learners have access to our services.  We 
monitor the range of learners that take part in both accredited and non-accredited events.  We 
use accessible premises where possible. 
 
We also ask about what support learners may need in order to take part in our activities well in 
advance so that alternative arrangements can be made where necessary.  This has included 
adapting materials to suit learners with visual impairments, making resources available prior to 
the session so people could download them onto their own computer and changing resources 
as a result of learner feedback. 
 
Please see 

● Equality and Diversity Policy 
● Learner entitlement  

  
  
2. What we mean by quality 

  
Theoretical models 
Our work draws on various theoretical models including the following: 
Carl Rogers – humanistic approach 

● The learners participate in the process 
● Learners have some control over the direction of the process 
● Learning is based upon practical, social, research problems of interest to the learner 
● Self-evaluation is encouraged 
● The experience of the learners is used as a resource during the session 
● Some attention is given to strategies for learning i.e. learning how to learn 
● Learners have experience of success 

  
There is also appreciation given to the ‘Cycle of Competence’: 
  

Conscious incompetence 

·   Confusion 

·   Anxiety 

·   Anger 

·   Fear 

·   Frustration 

·   Challenge 

Conscious competence 

·   Growing 

·   Confidence 

·   Satisfaction 

·   Pleasure 

·   Elation 

Unconscious incompetence 

·   Bliss 

Unconscious competence 

·    Complacency 



 

 
 
These theories are important in relation to how learners learn, and in relation to our own 
understanding of the quality of the learning opportunities we offer.  A learner may meet us at the 
conscious incompetence stage, and move on to the conscious competence.  We work to be as 
conscious as possible of our competence, to ensure we do not slip into complacency. 
 
The other main theory that we regularly draw on, is Kirkpatrick's learning evaluation model: 
 
The four levels of Kirkpatrick's evaluation model essentially measure: 
 

● Reaction of student - what they thought and felt about the training 
● Learning - the resulting increase in knowledge or capability 
● Behaviour - extent of behaviour and capability improvement and 

implementation/application 
● Results - the effects on the business or environment resulting from the trainee's 

performance 
 

We go into more detail about how this is used in practice later in this document. 
 
General principles 
Phoenix Consultancy is committed to continuous improvement in all aspects of its work, and 
ensuring the consistent quality of training delivery, is a key part of this commitment.  This is put 
into practice through a number of different processes: 
 

● Regular facilitator meetings 
● Specific training development meetings 
● Undertaking training needs analyses with organisations we serve 
● Collecting feedback from participants 
● Reviewing feedback and making improvements accordingly 
● CPD for facilitators delivering and supporting the delivery of training, including planned 

observations and feedback 
● Partnership working with other organisations or specialists 
● Actively seeking further funding to build capacity in response to support requests for 

further training 
 
Please also refer to the Malpractice Procedure. 
  
ILM Accredited Courses 
Phoenix Consultancy has been an accredited centre to deliver ILM nationally recognised 
qualifications since January 2012.   
 
We currently deliver the following courses: 
 

• Level 5 Award in Leadership 

• Level 5 Certificate in Leadership  

• Level 7 Award in Leadership and Management 
 
Further details about the ‘Internal Approval of ILM courses’ can be found in the Quality File. 
 
 



 

 
3. Key documents 
  
Please refer to the Quality File for all policies and procedures relating to the delivery of both 
accredited and non-accredited learning and development.  In particular the following documents 
are of particular importance: 

● Internal verification strategy 
● The annual quality improvement diagram 
● Learner entitlement 

 
  
 4. Organisational structure 
  
Please see organisational structure for an outline.  Self-employed facilitators are commissioned 
to deliver particular pieces of work, depending on the specialism. 
 
Please see our recruitment and selection policy for more details about how we ensure our 
staffing structure meets all the course delivery requirements. 
 
5. The Learners’ role 
 

● All learners have access to the Learner Entitlement, regardless of how long their 
engagement with learning is for (see Learner Entitlement document).  This outlines their 
responsibilities. 

● Learners are asked to complete evaluation forms at the end of each session (see 
Learner Evaluation Form document) 

● When learners are engaged in a programme of learning or an accredited course, they 
are given an appropriate induction, details of which can be found in the Centre Quality 
File.  

 
 
6. Standards and performance measures 
 
Non-accredited learning 
Performance is measured through observation of facilitators (see Observation of Facilitators 
document), which takes place a minimum of every six months, and evaluation of feedback (see 
below).  Feedback is gathered at the end of every session.  However, this process will also be 
reviewed and developed at the next programme review. 
  
Charlie Mitchell, Centre Co-ordinator, is the contact for the development of this process. 
  
Accredited courses 
The internal verification strategy details how the quality of provision is measured in order to 
ensure it is consistent. 
  
  
7. Managing feedback 
 
Learner feedback is gathered at the end of each session, using the evaluation template, based 
on the Kirkpatrick evaluation model.  This is then correlated within a month of the session taking 
place and used to inform the development of future courses.  



 

  
Facilitator questionnaires capture thoughts and feelings on the programme of delivery and are 
reviewed during staff meetings. 
  
We have a complaints procedure in place (see Quality File). 
 
We also gather feedback between 3 and 6 months of the learner completing the learning 
activity, in order to be able to evaluate the impact the learning has had on their daily work, and 
on their organisation. 
  
All feedback gathered is then entered into the ‘Action plan for responding to learner’s feedback’ 
form, in order to show it is taken on board and used to inform future practice. 
  
Learners currently influence the programmes of training that take place, as the programmes are 
built as a result of training needs analysis with organisations within the third sector in York. 
  
 
 
 
8. Plans for future improvements 
 
This policy has been developed to document the systems that are already in place and examine 
what can be developed.  Please see Centre Updates for details of planned future 
improvements. 
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