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Preface

This is the Welsh language scheme (the scheme) presented by the Universities and Colleges Admissions Service (UCAS), and its associated admissions systems, and prepared in accordance with section 14 (i) of the Welsh Language Act 1993. This scheme amends and replaces the original scheme which was approved by the Welsh Language Board on 24 May 2006.
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’UCAS has adopted the principle that in the conduct of public business in Wales, it will treat the Welsh and English languages on a basis of equality. This scheme sets out how UCAS will give effect to that principle when providing services to those who wish to communicate in Welsh.’
1
Introduction
1.1
As an independent organisation and a charity, UCAS is owned by its institutional members, to which it is accountable, and is governed by its Board of Directors, which is made up of 12 representatives, including two Welsh universities. For the purpose of the Charities Act (2006), the Directors are also the trustees of the Company. This close relationship is a central and greatly valued part of the way in which the Company operates. UCAS is responsive to the needs of its members, helping them to conduct their admissions systems efficiently and effectively, whilst always respecting the autonomy that higher education institutions hold in the matter of choosing their students. Beyond these formal accountabilities, UCAS is also responsive to its student customers, to whom it provides not only admissions services but also key information to inform them about higher education choices. The Board of Directors delegates the day-to-day management of the Company to the Chief Executive.
1.2
Management structure
In January 2010, UCAS appointed Mary Curnock Cook as its Chief Executive.

Under Mary’s leadership the organisation is embarking on a change

programme called ’Good to Great’. This programme incorporates three major

projects: organisational redesign to define the structures and ways of working

that will make UCAS thrive; a products and services portfolio strategy 
and a communications strategy review to develop stakeholders’ perceptions of the organisation.

The scheme will be updated to detail the governance within UCAS, once the organisational structure has been defined.

The organisation looks after UCAS applications, together with applications through GTTR (Graduate Teacher Training Registry), CUKAS (Conservatoires UK Admissions Service) and UKPASS (UK Postgraduate Application and Statistical Service). There are over 300 member institutions. UCAS employs over 400 members of staff and is based in Cheltenham, Gloucestershire.
1.3
The Company vision: UCAS, at the heart of connecting people to higher education.
1.4
The Company mission: To deliver admissions services that help applicants make the right choices, for the right reasons and with the right outcomes.
This mission is extended in respect of the 1993 Welsh Language Act to adopt the principle of equality enshrined in the Act, and UCAS will thus treat the English and Welsh languages on a basis of equality when providing services to those wishing to communicate in Welsh.
1.5
UCAS constantly seeks to develop and improve the services and products it offers in Welsh. This is done with a view to strengthening the relationship with the 18 member institutions in Wales, adding value to the products and services offered to stakeholders and ensuring the Company remains attuned to its business environment. The UCAS Welsh Standing Group, made of representatives from UCAS, member institutions, schools and HEFCW are held bi-annually and provide an invaluable advice and direction in relation to the scheme.

1.6
The following strategic aims support the development of the Company’s strategic position whilst also facilitating UCAS’ continuing journey towards connecting people to higher education.

Strategic Aim 1: Admissions services

Strategic Aim 2: Member services

Strategic Aim 3: Research

Strategic Aim 4: Participation in HE

Strategic Aim 5: Communications and technology

Strategic Aim 6: Resources
1.7
UCAS and its associate admissions services are financed through two primary sources of income: one, the fee charged to applicants for submission of an application form, and two, the capitation fee charged to its member institutions once an applicant accepts a place at a particular institution and on a particular course. 
1.8
The scheme as detailed below sets out the exact steps which will be taken to provide services in Welsh to those whose preferred language is Welsh and who wish to conduct their business with UCAS in that language. It includes a timetable and an action plan and details the way in which the scheme will be implemented, monitored and evaluated.

Service planning and delivery
2
New policies and initiatives

2.1
In addition to adopting the principle of equality, UCAS acknowledges its responsibilities in respect of the introduction of new policies and initiatives. In planning for these there will be an assessment of their linguistic implications, and a commitment that such policies and initiatives will align with the principles of this scheme. 

2.2
This will assist UCAS in promoting and facilitating the use of Welsh wherever possible and move the organisation closer to implementing the principle of equality across all its services and ensure that there is consistency with the scheme. In so doing, UCAS commits to consultation with the Welsh Language Board in advance regarding proposals which will affect the scheme, or will affect the schemes of, in particular, our member institutions. UCAS will not alter its own scheme without the Executive agreement.

2.3
The responsibility for ensuring that consideration is given to Welsh language in the formulation of new policies and initiatives falls to the Welsh Officer, working in close collaboration with senior management within UCAS. The Welsh Officer will inform and provide guidance on this scheme for its staff in charge of policy formulation to ensure that they are aware of the UCAS responsibilities under the Act. 
3
Delivery of service
3.1
Through continued contact with members of the Welsh Standing Group, and close collaboration with the Centre for Welsh Medium Higher Education, and in order to support its commitment to the principle of equality of status for Welsh and English, UCAS will conduct periodic surveys of the language needs of its main customers in Wales. The findings will be used to determine appropriate future actions in respect of provision of service. This will ensure that the UCAS scheme maintains an informed dialogue with an expert community in Wales and that it remains in alignment with developments in the schemes advanced by member institutions in Wales.

3.2
UCAS will employ an external expert to undertake translations where appropriate.   
4
The standard of service in Welsh
4.1
UCAS is committed to deliver an equally high quality service in Welsh and English. This will mean that in respect of measures of timeliness and service level there will be comparability irrespective of whether UCAS customers live in England or Wales. This will be communicated through the Corporate Business Plan and other operational planning documentation.

Dealing with the Welsh speaking public
5
Written communication
5.1
UCAS welcomes correspondence in Welsh as in English; this will cover letters, fax, email and text messaging.
5.2
Any correspondence received in Welsh is passed on to the Welsh Officer who will respond in a bilingual format. Time targets are the same when replying to Welsh letters as for English letters, with a responsibility to reply within five working days.
6
Telephone communication
6.1
UCAS welcomes telephone calls in Welsh as in English. The majority of calls to UCAS come through the Customers Service Unit, where four members of staff who are enhancing their existing Welsh language skills with a Welsh language course, are able to take telephone calls. Procedures and guidance are in place for non-Welsh speaking members of staff on what to do if they receive a call in Welsh. This includes advice to non-Welsh speaking staff on, in order of priority: a) transferring the call to a Welsh speaker; b) taking a message so that a Welsh speaker can return the call; and c) inviting the caller to write to the Welsh Officer in Welsh.

6.2
All staff within UCAS are provided with guidance on handling telephone calls for those who wish to conduct a conversation in Welsh; this reflects the protocol as detailed above. The induction period for any new staff joining UCAS will include information on this protocol.

6.3
In view of a likely increase in the proportion of those wishing to communicate through the Welsh language medium in the future, UCAS is committed to an annual review of its telephony services in order to provide scope for further growth in demand and to guard against a static level, either of usage or expectations. 
7
Public meetings
7.1
UCAS organises twice-yearly meetings of the Welsh Standing Group, one of three groups for Wales, Scotland, and Northern Ireland used for consultation and dissemination purposes. In respect of the Welsh group, UCAS will ensure that people who attend these meetings are able to contribute through the medium of Welsh or English and will let them know in advance that they are able to do so.  A translation service will be made available at all meetings and the invitations, agenda and supporting papers will be provided bilingually. Guidance will be given to non-Welsh speaking chairs of public meetings on facilitating contributions through the medium of Welsh.

7.2
Any conferences organised by UCAS and held in Wales will include a standard translation service. Any mailings or other contact to the public within Wales in respect of these conferences will be provided bilingually.

7.3
To ensure an equal standard of service to Welsh speakers, UCAS will ensure that one of the representatives who typically attend education conventions held within Wales, will include a Welsh speaker.
8
Distribution functions
8.1
UCAS will make available bilingual support for the processing of letters associated with the online application service (Apply). 

UCAS’ public face
9
The internet

9.1
In collaboration with the Centre for Welsh Medium Higher Education, UCAS has created a small bilingual site which can be accessed from the UCAS homepage. The mini site includes information for Welsh users on the following topics:

Why study in Welsh?
This section highlights the benefits of studying a higher education qualification through the medium of the Welsh language. This also includes direct links which lead users back to the Mantais website which promotes Welsh medium courses.


How to apply
An overview of applying in Welsh to universities and colleges through Apply, UCAS’ online application system.

Track your progress
How to track the progress of an application and view offer letters in Welsh.

Student finance
Where to go for financial support if studying in Wales.

9.2
The site also includes video content on how to apply in Welsh.
9.3
The web-based electronic application pathway, Apply, allows Welsh language navigation through the ‘drop-down’ menus and help screen tools with which Apply is populated.   
9.4
Some of the data that populates the online application system is not within the direct control of UCAS. The data, which populates the system, is provided by member institutions in order to facilitate the communication of course (including entry requirements) data in both Welsh and English. This may be a long process but the aim is to achieve this by the end of the scheme. This will enable member institutions to provide Welsh entries for the prime services or products which communicate course data, for example, Course Search and Apply.
10
Corporate identity and image
10.1
When UCAS conducts business in Wales it is committed to the adoption and presentation of a fully bilingual corporate identity. This will be reflected in our full name, address, logo, and any corporate slogan in use, on letter heads, fax forms, emails, business cards, and identification badges. As the acronym ‘UCAS’ is used so widely, this identity will be retained even within a bilingual context. Therefore the standard format for usage of our title in any communication with the public in Wales will be ‘UCAS’.

10.2
The fully bilingual corporate identity will also be used on the UCAS website.

11
Signs
11.1
UCAS does not have an office in Wales, but where it uses signs, for example, at conferences held in Wales, it is committed to the provision of fully bilingual information signs where UCAS has responsibility for such signs. In terms of size, quality, legibility and prominence of text, this will respect the principle of equality.

11.2
Arrangements for the provision of bilingual signs will be made before organising all public events in Wales.

12
Publishing and printing material
12.1
UCAS is committed to the provision of printed bilingual material directed at the public in Wales, and favours a single bilingual document as opposed to separate Welsh and English versions. 

12.2
The key printed publication that UCAS will issue bilingually in a single document is the Parent Guide.
13
Forms and associated explanatory material
UCAS supplies Welsh versions of the paper application forms for the GTTR admissions system. The paper form will be retained until the web-based application system, GTTR Apply is live. The electronic version of GTTR Welsh Apply is due to go live for 2011 entry, at which point, the paper application form will no longer be available.
14
Press notices
14.1
Any press releases issued only in Wales will be provided bilingually where appropriate.
15
Advertising and publicity activities
15.1
Any major advertising and publicity activities carried in Wales will be conducted bilingually.
16     Staff recruitment advertising
16.1
UCAS is based in Cheltenham, and it is not easy to recruit Welsh speakers. However, in order to ensure that 10% of customer services’ vacancies are advertised to Welsh speakers, we will advertise in local newspapers, and utilise online Welsh jobs vacancy websites such as www.safleswyddi.com and www.jobs-cymraeg.com.
16.2
When preparing and publishing advertisements for staff recruitment where Welsh speaking is essential, UCAS will adhere to the following arrangements:
· advertisements for posts for which fluency in Welsh is essential will appear in Welsh language publications, in Welsh only
· in English language publications circulating in Wales, the advertisement will appear in Welsh only, but supplemented with a short explanatory note in English. 
16.3
UCAS is committed to embedding these principles in the company’s human resources practice and procedures.

Implementing and monitoring the scheme
17
Staffing
17.1
In order to ensure, over a period of time, that UCAS is able to deliver its services both effectively and efficiently in Welsh to a high standard, it will undertake an annual audit of its services, provisions and staff in order to identify objectively:

· those workplaces and service situations where there is contact with the public in Wales and the nature of that contact

· the bilingual skills of existing staff and to what extent staff would be interested in learning or upgrading their skills.

17.2
UCAS will take every opportunity to rectify any deficiencies in Welsh language skills which will affect the delivery of UCAS Welsh language service provision.

18        Learning Welsh

18.1
The ability to communicate in Welsh according to various degrees of capability and in various service situations is essential to the success of this scheme. UCAS also recognises that the ability to understand and use the Welsh language in the workplace on a daily basis is a very valuable skill which can assist its staff in providing a comprehensive service for the Welsh speaking public.

18.2    UCAS will support the implementation of this scheme by supporting members of 
staff who wish to learn Welsh or to improve their ability to speak Welsh.

18.3    UCAS will arrange learning and training programmes for beginners and for those
           who wish to improve their oral and written proficiency in the language. Any costs   

           will be borne by UCAS.
18.4     UCAS places particular emphasis on encouraging customer service staff who
            are likely to have frequent interaction with the Welsh speaking public to learn 
    Welsh.

19        Vocational training
UCAS is committed to developing the ability of its staff to operate through the medium of Welsh so that they may become accustomed to dealing with their professional areas of activity with the public in Welsh.

In order to realise this commitment, UCAS will assess the need for vocational training through the medium of Welsh before providing vocational training to facilitate the implementation of the scheme.

20
Administrative arrangements
20.1
UCAS confirms that the Welsh language scheme and all the measures herein have been approved at the highest level and will carry the full authority of the organisation as they are implemented. 

UCAS’ Chief Executive will have the ultimate responsibility for the scheme. UCAS’ Welsh Officer will be responsible for coordinating the scheme with (departmental/unit) managers being given responsibility for implementing those aspects of the scheme relevant to their own departments. All will issue feedback through an internal Welsh Language Working Group on compliance with the scheme’s requirements on a quarterly basis. All information collated will then be used by the Welsh Officer to compile the annual report as outlined in section 22 on Monitoring.
UCAS will ensure that all its staff, and especially those who have dealings with the public in Wales will receive guidance on the scheme and advice on what is expected of them.

All translators used by UCAS will be approved, suitably qualified and able to provide a high quality service. 

21
Services delivered on behalf of UCAS by other parties and by UCAS in partnership with other bodies
21.1
UCAS will ensure that any agreements or arrangements made with third parties which relate to the provision of services to the public in Wales are consistent with the terms of this language scheme. This includes any new or existing services which are contracted out.

21.2
UCAS will also ensure, through contracting arrangements, that the agent, contractor or subcontractor can, will and does, implement any applicable elements of UCAS’ own scheme when providing services to the public on its behalf or under its supervision.

21.3
UCAS will issue written guidance to staff for dealing with agents and contractors and devise processes for ensuring that staff adhere to them.

21.4
Where UCAS works in partnership with any public, private or voluntary body and when it is the strategic and financial leader, it will ensure that the public service provision is compliant with the Welsh language scheme.

21.5
When UCAS joins a partnership in which another body is leading, UCAS’ input to the partnership will comply with the Welsh language scheme and UCAS will encourage other parties to comply.

21.6
When UCAS is a partner in a consortium, it will encourage the consortium to adopt a bilingual policy. When acting publicly in the name of the consortium, UCAS will act in accordance with its Welsh language scheme.

21.7
When UCAS joins or forms a partnership, it will ask prospective partners about their Welsh language scheme, language policies, or the means by which they will operate bilingually. Within any partnership, UCAS will offer advice and support to the other partner organisations.

22
Monitoring
22.1
UCAS’ Welsh Officer will be primarily responsible for coordinating the monitoring of the scheme, liaising with both departmental and unit managers who have responsibility for implementing those aspects of the scheme relevant to their own department or unit.
22.2
The Executive will receive an annual compliance report that will enable them to answer the two following basic questions:
· Is UCAS complying with the scheme?

· How well is it achieving this?

In doing this, the report will deal with:
· UCAS’ administrative Welsh medium services

· the sufficiency of UCAS’ linguistic skills capacity to deliver the requirements of the Welsh language scheme.
22.3
The views of Welsh speakers will also be sought periodically about the range and quality of services provided by the organisation. 


The Welsh Standing Group meets biannually with a membership made up of representatives of key stakeholders including universities, colleges, schools, careers advisers, HELOA, Welsh Assembly, UCAS, and Supporting Professionalism in Admissions (SPA). The group is very well supported by UCAS staff with attendance from the Welsh Officer (representing the Welsh language scheme), the External Relations Executive (as secretary), and a UCAS Director (as group member). The Welsh language scheme is a standing item on the agenda and meetings are bilingually supported.

Since September 2007, the Welsh Officer has been an active member of the Centre for Welsh Medium Higher Education’s Welsh Marketing, Progression and Stimulating Demand Sub-Group. 

22.4
Monitoring of the scheme will be structured and if the report finds any weaknesses, UCAS will prepare an action plan that will remedy the situation.

22.5
A copy of the above mentioned report will then be sent to the Welsh Language Board.

22.6
In the third year of this scheme’s implementation, UCAS will prepare a comprehensive evaluation report which will evaluate performance in implementing the scheme over its three year life span. In order to review and update its Welsh language scheme and thus receive approval for further periods of implementation, this report will:
· provide an overview and thematic analysis of performance and compliance with the scheme over the three years, both in terms of service delivery and scheme management

· outline UCAS’ priorities for the following three years, along with a revised timetable for the implementation of the measures in the scheme.

As part of this evaluation, UCAS will conduct a satisfaction survey with the general public to ascertain their views on the scope and quality of its bilingual services.

22.7
The annual report, provided by UCAS to the Welsh Language Board, will be in a form approved by the Board, which describes progress in implementing the measures of the scheme against the approved timetable and standards; it will also analyse the number and nature of any complaints and suggestions for improvements received from the public.


23
Targets
23.1
The timetable and key targets for implementation of the scheme are as detailed in section 27 below. The various strands of reporting, assessment and evaluation will cover the monitoring of achievement of the targets, and this will be a particular focus within the annual report to the Executive.
24
Publishing information
24.1
UCAS will report progress in respect of the scheme through its twice-yearly Welsh Standing Group. As indicated above, these will include a comparison of performance with standards and targets set out in the scheme.

24.2
The annual report will be made available through the usual channels, and will be submitted to the Welsh Language Board in July each year.
24.3
The detailed reports will include information on the percentage of responses to Welsh telephone correspondence received and an analysis of processing of Welsh language applications in comparison with those received in English. Also included will be the demand and progress of customer services vacancies by Welsh speakers as outlined in section 16.
24.4
If necessary, an explanation of the reasons for non-achievement of targets will also be supplied.

25
Publicity
25.1
UCAS will publish its scheme on its website and will take every opportunity to publicise its existence including through the Welsh Standing Group, and mailings to schools, colleges and careers services within Wales. This will give full information on the extent to which the public can deal with UCAS in Welsh, and the services available.

26
Complaints

26.1
UCAS has a well-established complaints procedure which will deal as a matter of course with any grievances relating to the provision of UCAS’ Welsh language service. All complaints should be addressed to: 

Peter Evans

Welsh Officer

UCAS

Rosehill

New Barn Lane

Cheltenham

Gloucestershire

GL52 3LZ

Phone: 01242 544 818 

Email: 
p.evans@ucas.ac.uk
27
Timetable
27.1
The timetable below takes account of developments within the programme of projects.

Implementation timetable and key targets
The scheme will be implemented over a three year period commencing February 2010.

Objectives: February 2010 – June 2011
· Tick box within the establishment of the new Customer Relationship Management database to keep a record of those who wish to deal with UCAS in Welsh.

· Monitor development and effectiveness of UCAS Apply, publications and UCAS website, through surveys to applicants and key stakeholders.
· Secure bilingual advertisement on the landing Welsh language page within the UCAS website.
· Explore the feasibility of individualised personal statements. 
· Further development of a Welsh version of the UCAS and GTTR websites with increased UCAStv content and further collaboration with the Centre for Welsh Medium Higher Education.
· Development of Welsh version of GTTR Apply and associated automated letters. 
· Courses Centralisation Project: start necessary business analysis work to map the current processes involving courses data and to identify the business requirements involved in centralising courses and improving processes, including Welsh course data.
· Project Jupiter: complete the business requirement stage of the development of an online qualifications database. 
· Annual review of the telephony services to gauge growth in demand of Welsh speakers.
· Annual audit of UCAS services, provisions and staff, to identify the need for further Welsh service situations and bilingual skills in the workplace.
· Put in place written guidance for staff dealing with agents and contractors and ensure that there sufficient processes in place to ensure that staff adhere to them.
July 2011 – June 2012
· Allow institutions to receive accented characters from UCAS, GTTR and CUKAS Apply.
· Build on developments arising out of the Courses Centralisation Project to ensure that member institutions can provide course data in both English and Welsh.
· Build on developments arising out of Project Jupiter, including the development of the integration of qualification titles in Welsh into Apply.

· Build on the feedback from the applicant and stakeholder survey; develop further web-based Welsh information.

· Further development of a Welsh version of the UCAS and GTTR websites.
· Allow applicants applying in Welsh to be able to submit their personal statement and reference in Welsh and English.
July 2012 – June 2013
· Member institutions in Wales to be able to upload course data including entry requirements and course profiles bilingually into a single UCAS database.
· Member institutions to be able update qualifications bilingually through the Jupiter database.
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