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Introduction

This document is written by the Skills Funding Agency (SFA) an executive agency of
the Department for Business, Innovation and Skills (BIS) and contains service levels
that the SFA aims to achieve; and are reviewed and developed to ensure they
measure the most relevant areas of service performance, as agreed by the Customer
Scrutiny Group.

The Service Charter covers areas of service and availability of use of the
Organisation Portal, as listed below:

1

Service description

2 Service level objectives
3 Service catalogue (including service levels)
4 Service availability and performance levels
5 Service hours and response times
6 Maintenance and service continuity
7 Data acceptance, validity and processing
8 Contact points and escalation
9 Changes to system operations
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1. Service Description

This Service Charter sets out the levels of service that will be delivered by the
Skills Funding Agency, an Executive Agency of the Department for Business,
Innovation and Skills in support of Awarding Organisations, Learners, Learning
Providers, Third Parties and Permitted Organisations in their use of the
Organisation Portal and the Personal Learning Record (PLR).

The scope of the service is detailed in the Service catalogue which is
underpinned by the LRS Service Desk, as contactable via the telephone
number shown in section 9 of this document.

2. Service Level Objectives

The SFA aims to meet the following service level objectives in making available
the PLR to:

° Provide a stable and secure platform for Awarding Organisations to
submit Achievement Data.

° Ensure that the service levels of the Organisation Portal are of a
consistently high quality to provide Awarding Organisations with the ability
to carry out Rules of Combination and credit check queries as required.

° Ensure that the LRS can be used to support Learners in their interaction
with Learning Providers.

. Ensure that Learners across England, Wales and Northern Ireland have
access to the PLR, as provided for in the Agreement.
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3. Service Catalogue

The table below sets out the entire scope of services offered within the Service Charter.

Management

upload - batch

(LRB)

Function Name Route Customer Function Description Availability
Through the LRS Organisation Portal customers can perform individual transactions;
1. Find by ULN - search for an existing ULN for a learner
L 2. Find by demographics
Unique Learner Number (ULN) Singl al Rear.ntert. Bod 3. Register single learner for ULN 99.50%
Management Ingle-porta L?:gIIBS raion Body | 4, Edit/update learner details oU%
( ) 5. Exceptions handling
Through the LRS Organisation Portal a batch file of up to max 200 records can be
created and uploaded to;
L 1. Register new ULNs
. earner : ot :
Unique Learner Number (ULN) A ) 2. Edit/update existing ULN details
Management Batch - portal Registration Body | 3 output file of results available to download from the portal to feed back into 99.50%
(LRB) your MIS system or resolve any records that failed validation
LRS web services provide system-to-system communications over a network, which
mainly takes place over the internet. The web services available;
. . Learner 1. Find by demographics (single)
;“'r‘:‘”e ':ar::‘er Number (ULN) W‘?b Ze_”"i‘;esl/AP' Registration Body | 2. Find learner by ULN (single) 99.50%
anageme upload - single (LRB) 3. Update learner (single)
LRS web services provide system-to-system communications over a network, which
mainly takes place over the internet. Max 200 records. The web services available;
1. Submit batch learner registration (max 200 records)
2. Get batch learner registration output
Unique Learner Number (ULN) Web services/API Learner
Registration Body 99.50%
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ULN Learner Verification (VLD)

Single - portal

Both

The learner verification process is completed to check the ULN supplied is for the
correct learner before awarding the qualification/unit to the PLR.

Through the LRS Organisation Portal customers can perform individual transactions;
1. Verify Learner Details (VLD)

99.50%

ULN Learner Verification (VLD)

Batch - portal

LRB/AO

Through the LRS Organisation Portal a batch file of up to 200 max records can be
created and uploaded to;

1. Submit Verify Learner Details (VLD) batch (max 200 records)

2. Verify Learner Details Output file including failed records

99.50%

ULN Learner Verification (VLD)

Single - web
services/API
upload

LRB/AO

LRS web services provide system-to-system communications over a network, which
mainly takes place over the internet. The web services available to develop;
1. Verify Learner Details (VLD)

99.50%

ULN Learner Verification (VLD)

Batch - web
services/API
upload

LRB/AO

Through the LRS Organisation Portal a batch file of up to 200 max records can be
created and uploaded to;

1. Submit Verify Learner Details (VLD) batch

2. Verify Learner Details Output file including failed records

99.50%

Achievement Management

Single - portal

Awarding
Organisation (AQ)

Achievement Management allows for creation and subsequently update, withdraw
and reinstate of qualifications/units to the Personal Learning Record.

Achievements for units and qualification can only be created and maintained that are
advised to the LRS as belonging to an awarding organisation or which are marked
as shared according to the interface shared from Ofqual.

Individual transactions can be performed through the LRS Organisation Portal.

99.50%

Achievement Management

Batch - portal

Awarding
Organisation (AQ)

Through the LRS Organisation Portal a batch file of up to max 10,000 records can
be created and uploaded to;

1. Submit Achievement Batch file

2. View Achievement Batch Jobs

3. Download Error File - failed records

99.50%
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Batch - web

A batch file of up to max 10,000 records can be created and uploaded. The web
services available to develop;

qualification query

Organisation (AQ)

; ; Awarding 1. Submit Achievement Batch Job
Achievement Management services/API Lo 99.50%
9 upload Organisation (AO) | 2. Get Achievement Batch Job °
A standalone tool independent of the LRS Organisation Portal, the Validation Tool
o tests if a batch file prepared for upload is in the correct format. The Validation tool
ULN/AO Validation Tool Batch Both reports to user any errors with the file prior to uploading to the portal. 99.50%
This service allows trainers to create, maintain and view Learner Plans through the
_ Lear_ner ) LRS Organisation Portal for OLASS users.
ULN Learner Plan Single-portal Registration Body 99.50%
(LRB)
Through the LRS Organisation Portal customers can perform individual transactions;
Learner 1. View a PLR
Personal Learning Record (PLR) Single - portal Registration Body 2. Report a learning event problem - showing any inaccuracies on the PLR 99.50%
(LRB) 3. Create a report
This operation provides an interface to retrieve the PLR for a learner including their
Single - web Learner details and their learning events (both participation and achievement). The web
Personal Learning Record (PLR) services/API Registration Body | services available to develop; 99.50%
upload (LRB) 1. Get Learner Record or latest version
Both learners and providers can view the PLR which contains Learning Events
(achievements) uploaded by Awarding Organisations. Learning Event Data
i Challenges can be when they believe there is inaccuracies with event data.
Personal Learning Record (PLR) - Learner
Managing Learning Event Data Single - portal Registration Body | | EDCs can be managed by awarding organisations through the LRS Organisation 99.50%
Challenges (LEDC) (LRB) Portal.
ULN Data Challenge can be raised when:
R rt a ULN Probl Dat Learner * ULN has been created incorrectly
Cf‘pfl’ a roblem Lata Single - portal Registration Body | * ULN has been merged incorrectly 99.50%
allenge (LRB) * ULN has other unspecified problem i.e. Two people sharing the same ULN
Ability to view based on destination qualification. The units the individual has to
L . . achieve the full qualification.
Rules of Combination (RoC) single Single - portal Awarding 99.50%
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Personal Learning Record (PLR) -

Learner

The Perform Credit Check functionality is provided to allow awarding organisations
(AOs) to authenticate a learner’s claim to a specified achievement awarded by
another AO.

X . Single - portal Registration Body 99.50%
Performing a Credit Check (LRB) Through the LRS Organisation Portal customers can perform individual transactions.
This function is designed to find QCF qualifications in a particular subject area by
level.
P IL ing R d (PLR Learner
Re"st°“at :a;‘r_\mg ectorRtEL\ )- Single - portal Registration Body | Routes to Achievement (RtA) can be performed in combination or individual 99.50%
outes to Achievement (RtA) (LRB) transaction through the LRS portal.
Login Org User Account 100%
Identity Management Portal Both
User maintenance:
Register new user plus Organisation Roles o
Update existing user account details 99.50%
Account Management Portal Both Revoke user account
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4. Service Availability and Performance Levels

o The use of services relating to the PLR will be made available for twenty-
four (24) hours a day and for seven (7) days a week subject to agreed
maintenance arrangements by the SFA.

. The service level for service availability is 99.5% per calendar month.

. Since many of the service elements will be internet based, the
performance levels will be measured from the point of entry to the point of
exit in the traffic manager.

° The SFA will manage the performance of the PLR and receive regular
performance reporting from its suppliers including customer satisfactions
surveys. Key performance indicators will be reported via the Customer
Scrutiny Group or as agreed.

5. Service Hours and Response Times

The operational hours and service support functions for the PLR are as follows:

Service Functions Hours of Service
Area
Service 1. Log all calls 0800 to 1800hrs Monday to Friday
Desk 2. Assign Incident Category (1 to 4) | excluding UK Public Holidays.
Incident Incident Category 1 and 2, 3, 4 and 0800 to 1800hrs Monday to Friday
resolution Data Challenge / learner data excluding UK Public Holidays.
availability
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6. Maintenance and Service Continuity

e The SFA shall maintain the Organisation Portal according to a published
maintenance schedule (https://www.gov.uk/government/publications/Irs-
maintenance-schedule)

¢ Planned maintenance, including future releases, is undertaken outside the
core business hours, wherever possible, and always with regard to Awarding
Organisations’ key dates / business calendars, unless prior agreement is
secured. The core business hours are between 0800hrs and 1800hrs Monday
to Friday excluding UK Bank Holidays.

¢ The SFA will endeavour to complete all emergency maintenance (such as for
the highest priority systems issues where the fix must take place within
twenty-four (24) hours) outside the core business hours; however, the nature
of such maintenance means that Organisation Portal availability is likely to be
affected during core business hours.

¢ From the time that the SFA invokes its disaster recovery procedure, the
availability of use of the PLR will be reinstated within eight (8) service hours.
In the event of a major incident which results in a loss of the LRS, an
Awarding Organisation may be requested to resubmit Achievement Data, if
their Achievement Data has failed to load during the incident.

7. Data Acceptance, Validity and Processing

Awarding Organisations can provide their Achievement Data in the following
formats:

o Single entry web form on a web-based service portal; or

° Bulk or individual upload through a web-based service portal (using csv or
xml file formats); or

. Bulk or individual upload through a web services Applications Programme
Interface (API).

Once an Awarding Organisation has successfully transferred a data file, the
SFA will commence processing which will be completed within forty-eight (48)
hours.
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8. Changes to System Operations

Should the LRS wish to makes changes to either batch or web service
operations, they will confer with stakeholders in LRS on the suitability of these
changes. Consultation with Awarding Organisations will be via the

Data Advisory Group and will take into consideration the cost of change and
other consequences for Awarding Organisations. However, this must not be
interpreted as a right to approve any new, deleted or revised system
specifications; the final decision remains with The SFA.

With respect to any future development, the LRS will aim to support all existing
batch and web service operations for a minimum of eighteen (18) months
following any announcement that these services will be changed or

replaced. Further to that, a high-level view of the change will be provided on
announcement to allow development planning, followed by the interface
specification within six (6) months.
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9. Contact Points and Escalation
The main contact point is the LRS Helpdesk:

Tel: 0345 6022589
Email: Irssupport@sfa.bis.gov.uk

Correspondence Address: Learning Records Service, Skills Funding
Agency, Cheylesmore House, Quinton Road, Coventry, CV1 2WT

The second point of escalation is the IT Service Manager - LRS:

Tel: 02476 825891
Email: Irsbusinesssupport@sfa.bis.gov.uk

Correspondence Address: Learning Records Service, IT
Service Manager (LRS), Skills Funding Agency, Cheylesmore House,
Quinton Road, Coventry, CV1 2WT

The third point of escalation is the Head of Business IT Citizen
Services:

Tel: 02476 825638

Email: Irsbusinesssupport@sfa.bis.gov.uk

Correspondence Address:Head of Business IT Citizen, Skills Funding
Agency, Cheylesmore House, Quinton Road, Coventry, CV1 2WT
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