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Standard 1: Policy for Internal Quality Assurance 

 
 

Mission Statement 
 

The Institute of Water Technology (IWT) of the Water Services Corporation (WSC) provides classroom, on-
site and on-line training for employees within the Water Service Corporation and stakeholders.   
 
Primarily, training courses at IWT are organized either: 
(a) as part of a training programme originating from the Training Needs Analysis (TNA); or 
(b) as part of a training programme originating from the Training and Development Section. 
 
Depending on the extent and level of training required, the Training and Development Section may opt to 
follow one of the following three lines of action: 
(i) design, organize and coordinate the training course in-house, 
(ii) design, organize and coordinate the training course in collaboration and in agreement with other 

training organization/s, 
(iii) use standard or established courses provided by other training organizations. 
 
The aim of the section is to enable staff and stakeholders to develop the necessary attitudes, skills and 
knowledge to meet and satisfy customer requirements. In order to achieve this aim, the section implements 
training on a Quality Management Systems based on ISO 9001:2015. 
 
 

Quality Policy 
 

The Institute of Water Technology will fulfil its Mission by continuously helping each individual directorate 
of the Corporation in determining the skills training or re-training required to help the sections attain their 
corporate objectives. This is carried out with the full co-operation and direct involvement of the 
management of the various Directorates of the Corporation.  
 
The Institute of Water Technology is to train WSC workers and stakeholders in the necessary skills, 
competences and knowledge.   It aims to achieve this by committing to a structured Quality Management 
System.   
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Standard 2: Institutional Probity 
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Organisational Roles: 
 

Role  Tasks 

Head of Institution 
Chief Officer 

This position is a senior post within the Corporation answerable directly to the 
Chief Executive Officer. 
 

The Chief Officer is responsible for the Directorate concerned and this includes the 
Institute of Water Technology and the Training & Development Section.  
  
The Head of Institution must have a first degree from a recognized University 
together with a demonstrated ability in any of the related fields. The Head of 
Institution must have a successful track record in managing and motivating staff 
under extreme work pressures. 
 

Training  
Co-ordinator 
(T&D/W 103) 
 

The duties of the Training Coordinator are: 
 

▪ To liaise with the person requesting the training programme regarding the 
aims, objectives, target population, dates and course regulations where 
necessary. 

▪ To draft a design of the course programme including both content and time 
frame for presentation to the Board of Studies. 

▪ To coordinate with the lecturers with regards to the training programme. 
▪ To identify the necessary facilities and equipment needed for the course. 
▪ To prepare the course brochure and necessary forms. 
▪ To liaise with the secretariat regarding notification to participants. 
▪ To take care of registration and attendance of students. 
▪ To liaise with lecturers regarding course material and assignments. 
▪ To liaise with the officer in charge of office resources regarding preparation of 

course materials. 
▪ To offer advice and counselling to students. 
▪ To evaluate and confirm course work and assessment markings. 
▪ To compiles final overall marks for the course. 
▪ To report to the Board of Studies on academic administration of courses and 

training programmes. 
▪ To sit on the Board of Studies and Board of Examinations. 
▪ To liaise with other institutions involved in the running of the training 

programme.  
 

In the case that students are to be assessed through an examination, the Training 
Coordinator is responsible: 
 

▪ To collect the examination questions and model answers from the lecturers 
one month before the exam. 

▪ To set up the examination paper. 
▪ To proofread the examination papers. 
▪ To coordinate with the secretariat regarding exam papers. 
▪ To check the scripts after these have been corrected by the lecturers. 
▪ To check the marking sheet. 
▪ To sign the scripts after these have been checked. 
▪ To collect results from examiners. 
▪ To publish the results. 
▪ To co-ordinate with secretariat with regards to notification and keeping of 

records. 
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In the case that a student lodges a complaint, the Training Coordinator is 
responsible: 
▪ For the investigation of the complaint. 
▪ For the necessary actions resulting from the investigation. 
▪ For the recording of complaints. 
▪ For passing complaint to the Board of Studies, where necessary. 
▪ For informing the person bringing the complaint of the outcome. 
▪ For passing on the complaints to the Management Representative to be 

discussed at Management Review Meetings. 
 

It is not excluded that for particular courses or training programmes, an ad hoc 
Course Coordinator is specifically appointed in relation to that particular course. 
 

Course Secretary & 
Training Secretary 
(T&D/W 106) 

The duties of the Course Secretary in connection with training including but are 
not limited to: 
▪ preparation of list of participants 
▪ notification to participants on courses 
▪ preparation of necessary forms for the courses 
▪ typing of course notes where necessary 
▪ distribution of course brochures 
▪ recording of participants attendance sheets 
▪ recording of lectures attendance sheets 
▪ course correspondence with respective heads of sections 
▪ course correspondence with participants 
▪ course correspondence with lecturers 
▪ processing of data from evaluation sheets 
▪ preparation of examination papers and scripts 
▪ distribution and collection of scripts 
▪ preparation, notification and publication of final results 
▪ preparation of certificates 
▪ recording of certificates 
▪ record keeping of all course notes, handouts and correspondence 
▪ entering of information regarding course programmes on the database 
▪ sending of list of the participants attending training programmes to Personnel 

Section 
▪ preparation of weekly timetable 
▪ preparations for seminars/workshop 
▪ arrangement of accommodation and transfers of foreign lecturers and 

participants 
 

The Training Secretary is the secretary to the Board of Studies and Board of 
Examiners. In this respect, the Training Secretary is responsible for taking minutes 
of the meetings of these Boards and for carrying out any other duties in relation 
to the function of the Boards as designated by the Chairperson of the respective 
Boards. The Training Secretary does not have any decision-making power in these 
Boards. 
 

It is not excluded that for particular courses or training programmes, an ad hoc 
Training Secretary is specifically appointed in relation to that particular course. 
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T&D/P 002:  Training Budget  
 
Purpose 
 
The purpose of this process is to ensure that the Corporation:   
 
▪ manages its internal training resources as effectively as possible, 
▪ obtains best value in the procurement of external training provision, 
▪ manages its overall expenditure on training as effectively as possible, 
▪ operates within procurement regulations. 
 
It should also be noted that the training expenditures are correlated with employee retention, customer 
retention, sales and overall profitability. 

 
 

Scope 
 
The Training and Development Section manages the Training Budget and works cooperatively with all the 
Directorates. Through a prioritization process, it will capture all identified training and learning 
requirements across the Corporation for the year. 
 
To ensure that the Training Budget is managed effectively, all requests for training and learning provision 
that fall within this process will be managed on the following basis: 
 
▪ all requests for training courses must be submitted to and processed by the Corporate Directorate -

Training & Development Section.  
▪ Individuals or groups will have no facility to organize their own training which results in a commitment 

to incur cost or spend from the Training Budget 
 

 

Responsibility 
 
The Chief Officers, Managers and Operations Managers are responsible for identifying the training needs 
of the employees in the respective Directorate and sections under their responsibilities by filling in the skills 
matrix, one for every grade and forward them to the Training and Development Section as per T&D/F 001 
– Skills Matrix (Appendix 34A).  
 
Training and Development Section will compile the information received from the Directorates to establish 
upcoming courses for the next year and to plan for the training budget which is then forwarded to the 
Accounts Section. 
 
The cost of training is incurred by the Directorate requesting the training from their training budget. 
 
 

Principles of this Process 
 

This process is based on the following principles: 
 

▪ that, except in certain defined cases, all individual training needs will be approved and prioritized by 
the Quality, Research & Development Directorate on recommendation by the Chief Officers, 

▪ that T & D Section is responsible for the commissioning and sourcing of all external training 
requirements for WSC employees regardless of their role, specialization or Directorate/Department.  
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The T & D Section will act as the Single Point of Contact for the Corporation. (T&D/P 003 Request for 
Training, T&D/P 004 - External Training, T&D/F 101 - Request for Training and T&D/F 004 - Application 
to follow a course/training Programme/Conference/Seminar Outside the Water Services Corporation), 

▪ that training costs for delivering courses in house through T & D will be approved by the Quality, 
Research & Development Directorate, 

▪ all training costs will be incurred by the relative Directorate.  
 
 

Procurement: 
 
Procurement for goods and services at WSC is according to regulations governing public procurement. 
 
 

HRS P 001: Recruitment Process 
 
Purpose  
 
This process is intended to provide a general overview of the Human Resources operation. It provides 
different processes operated within the Human Resources Section to identify the various steps followed for 
the specific need. It includes a systematic procedure for the filling of vacancies by obtaining the necessary 
approvals for internal and external posts covered by the Law. It also provides a structured process to Head 
of sections, to confirm the appointment of employees under their charge or not. This process includes the 
monitoring of employees’ performance on a yearly basis, which reflects on the respective employees’ salary 
through the respective increments/progression as per Collective Agreement. On appointment, each 
employee agrees to perform duties according to the WSC exigencies. Employees are entitled by the 
Collective Agreement for Special Paid/Unpaid Leave. This entitlement is based upon acceptance and 
authorisation of the Management. 
 
 
CPI 024: Sexual Harassment Policy 
 
Refer to Appendix 35 
 
 
CPI 025: Equality Policy 
 
Refer to Appendix 36 
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Standard 3: Design & Approval of Programmes 

 
T&D/P 101: Design & Development of Training Courses Process 
 
1.1 GENERAL 
                   
The Training and Development Section is responsible for the design and development of training courses 
for the Water Services Corporation and other organisations. It has established and maintains documented 
procedures for identifying requirement for and developing of training courses. 
 
1.2      REVIEW 
 
Training Initiation 
 
The Training and Development Section can organize courses for the Water Service Corporation: 

 

(i) Primarily, training courses for the Water Services Corporation are organized either: 
 

(a) as part of a training programme originating from the Training Needs Analysis (TNA); or 
(b) as part of a training programme originating from the Training and Development Section based on 

general Corporate requirements. 
 

However, further courses can be organized either: 
 

a) on specific request by the Chief Executive Officer; or 
b) on specific request by Chief Officers or Section Managers. 

 

(ii) other organisations: 
 

Although the primary aim of the Training and Development Section is to cater for the training 
requirements of Corporation employees, training courses can also be provided for third parties 
following discussions and agreement. In such cases the same process for organizing courses for the 
Water Services Corporation is followed. 

 
2.0 REQUEST FOR TRAINING 
 
Request for a training course is as follows:  
 
Water Services Corporation:  The Chief Executive Officer/Chief Officer/Manager requesting the training 
must fill in Request for a Training Course Form (T&D/F 101) (Appendix 10). The information is necessary to 
design the training that meets the needs of the officer requesting the training. This form can be filled in 
after a discussion with the person responsible for T&D or his/her delegates.  
 
3.0 TRAINING OPTIONS  
 
Depending on the extent and level of training required, the Training and Development Section may opt to 
follow one of the following three lines of action: 

i. design, organize and coordinate the training course in-house, 
ii. design, organize and coordinate the training course in collaboration and in agreement with other 

training organisation/s, 
iii. use standard or established courses provided by other training organizations. 
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This process is wholly applicable for training courses designed, organized and coordinated in-house.  
 
For courses organized in collaboration with other training organizations, the applicability of the process 
depends on the agreement with the organization involved, although it has to be ensured that the essential 
elements outlined in this process are present.  
 
For courses provided by other training organizations, no course design and organization are carried out by 
the Training and Development Section as this would have been done by the training organization involved. 
However, it is not excluded that the Training and Development Section makes arrangements with the 
training organization to adjust standard courses to meet the specific needs of the Corporation. 
 
In any case, the Training and Development Section coordinates the administrative arrangements with the 
training organization for Corporation employees to attend the training courses.  
  
4.0 DESIGN AND DEVELOPMENT            
 
When the Training and Development Section undertakes a training programme, the process indicated in 
T&D/W 101 - Course Design (Appendix 1) shall be followed.  
 
In the case where an external training provider is engaged, the design and the development of the training 
course have to be co-ordinated accordingly. 
 
4.1    DESIGN AND DEVELOPMENT PLANNING 
 
4.1.1 Design Brief/Output 
 
The ‘design’ of the course is allocated to a qualified person in conjunction with the person requesting the 
training (i.e. on specific request by Chief Officers or Section Managers as per Clause 1.0 para (ii) (d). 
 
A course co-ordinator shall be appointed. Duties of Course Co-ordinator are explained in T&D/W 103 – 
Duties of Training Coordinator. 
  
4.1.2 Design & Develop Course 
 
Course Objectives: this should include the aims and objectives of the course and the target population. It 
also incorporates the learning outcomes expressed in terms of knowledge, skills and competences. 
 

Course Structure: this would include the time and duration of the course and also the number of sessions. 
 
Courses are rated A to F as per table in T&D/W 102: Categories of Course – Work Instructions (Appendix 
2), depending on the duration and nature of the course.  
 

For courses to be developed in line with the Malta Qualification Framework (MQF), the expected student 
workload will be defined in terms of ECTS or ECVET learning credits. 
 

Learning Methods: this includes the methods to be used for facilitating the course, that is, lectures, 
exercises, participation, course work, demonstrations, site visits, etc. 
 
Eligibility and Selection Criteria: A set level of entry requirements is set to determine the eligibility of 
applicants to participate in the training programme. 
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4.1.3 Review of Course 
 
Review the course against the brief indicated by person requesting the training. 
 
In the case of existing courses, the content of the course is reviewed to ensure that the programme is up 
to date and responds to any changing needs such as: 
▪ new technologies or methodologies, 

▪ the tasks and skills needed to do the job. 
 

A periodic review of accredited courses is also carried to guarantee that they remain relevant and to cater 
for the evolving needs of the job. The structure, content and learning outcomes will be reviewed internally. 
The recommendations from this review will be discussed internally for possible amendments. The 
programme will be re-submitted to MFHEA for re-accreditation. 
 
 

4.1.4 Design Verification 
 

Where courses are ongoing, a dummy presentation is presented to staff. 
 

4.1.5 Design Validation 
 

The training originator (refer to per Clause 1.0 para (ii) [d] and Clause 2.0) shall approve the training 
programme prior to release or after a ‘dummy presentation’ of the course by filling in Form: T&D/F 102 - 
‘Approval & Validation of The Training Course’ (Appendix 11) in order to verify the design of the training 
course. 
 

4.1.6 Control of the Course 
 

A Board of Studies shall be set up when the course duration exceeds 100 hours. Composition and duties of 
Board of Studies are explained in T&D/W 104 (Appendix 3). A Board of Examinations shall also be set up 
when the training programme is assessed by examination. Composition and duties of Board of Examiners 
are explained in T&D/W 105 (Appendix 4). 
 
Course Brochures (T&D/W 108) (Appendix 6) and Students Guidelines (T&D/W 109) (Appendix 7) shall be 
made available.  
 

4.2    DESIGN AND DEVELOPMENT REVIEW 
  
Where changes are to be made to any training programme, the ‘Course Data Sheet’ (T&D/F 103) (Appendix 
12) and Course Brochure shall be amended and all those involved informed of the changes made. 
 
Courses and individual study units/modules are reviewed to be in line with training needs. The course 
participants’ feedback is taken into consideration as part of the review process. The T&D Section ensures 
that the courses are of quality in terms of content and delivery and that the assessment system is fair and 
is operated equitably, and that the awards are according to standard. 
 

4.3    RECORDS 
 
All documentation related to course design and subsequent course records are recorded in Course File as 
per Programme Courses Filing System as explained in T&D/W 111 (Appendix 11). 
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5.0    ROLES AND RESPONSIBILITIES 
 

The various stages in the process of designing and conducting training course involvements various 
responsibilities which are shown in the table below: 
 

 
Roles & 

Responsibilities 

Design Stage Delivery Stage 
Evaluation 

Stage 

Course 
Design 

Course Management 
Course 

Evaluation Academic 
Administration 

Logistic 
Coordination 

Setting of Exams 
& Results 

Training Coordinator      

Course Originator      

Board of Studies      

Board of Examiners      

Training Secretary      

 

The Training Coordinator has the overall responsibility for the running of the training programmes of the 
Training and Development Section. Details of the roles and responsibilities of the Training Coordinator are 
given in T&D/W 103. 
 

The Course Originator is involved in the initial and final stages of the process where the appropriate training 
scheme is being identified and/or formulated to cater for the originator’s needs, and where the training is 
being evaluated to establish the extent of satisfaction of the originator’s needs. 
 

A Board of Studies shall be appointed to advice on and supervise the design of courses and to be responsible 
for the academic administration of the courses and training programmes run by the Training and 
Development Section. Details of the composition and duties of the Board of Studies are given in T&D/W 
104 (Appendix 3). 
 

A Board of Examiners shall be set up when the training programme is assessed by examination. Details of 
the composition and duties of the Board of Examiners are given in T&D/W 105 (Appendix 4). 
 

The Training Secretary provides all the clerical and administrative support necessary to run the process. 
Details of the duties of the Training Secretary are given in T&D/W 106. 
 

It is not excluded that for particular courses or training programmes, an ad hoc Board of Studies, Course 
Coordinator and Course Secretary are specifically appointed in relation to that particular course. 
 

When any course or training programme is required to have both a Board of Studies and a Board of 
Examiners, it is to be ensured that: 
(a) the two boards are chaired by a different person, and 
(b) the majority of members are not members in the two boards. 
 
Choice of Trainers/Lecturers 
 

For courses which are being run for the first time, the Board of Studies, Training Coordinator, and Course 
Originator shall coordinate to identify prospective lecturers. The criteria for the choice of lecturers are the 
area of specialization, qualifications, experience and the reputation of the lecturer. 
 

For courses which have already been carried out, lecturers who have already successfully contributed to 
the training programme will be re-engaged. 
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Lecturers can be recruited either from within or from outside the Corporation. 
 

If any course is being run for third parties, lecturers are either recommended by the client or sourced in 
consultation with the client. 
 

The final decision for recruitment of lecturers lies with the Board of Studies. 
 

The conditions around appointing lecturers to deliver training are laid out in T&D/W 107. 
 

Trainer/Lecturer Undertaking: Appointed trainers/lecturers undertake to abide by the conditions listed in 
T&D/W 107 (Appendix 5) by filling in Form: T&D/F 104 – ‘Conditions for Trainers/Lecturers’ (Appendix 13). 
 

Trainer/Lecturer Qualifications: It is the policy of the Training and Development Section to obtain the 
services of experienced and qualified personnel to run training programmes organized by the section. 
Suitability for delivering training is based on both or either of academic qualifications and practical 
experience on the subject. Training or lecturing experience is also considered although, in cases where it is 
deemed appropriate, the Corporation may opt to involve its own employees who would then be trained as 
trainers. 
 

Professional staff at WSC must have a minimum qualification of a First Degree. 
 

“Train the Trainer” programmes can either be carried out internally or at any other training institution. 
Such training shall include but not limited to: 
 

- What is Training? 
- Adult Training 
- Methods in Adult Training 
- Presentation Skills 
 

The extent of training of trainers may vary in that due account is taken of prior training and experience. 
 

Trainer/Lecturer Briefing: The basic role of a trainer/ lecturer is to offer and provide efficient and effective 
training programmes aimed at enabling the participants to learn the knowledge, skills and attitudes 
required of them. Thus, further to the above, selected lecturers are to be briefed on the training needs as 
determined by the Corporation. Such a briefing will involve, at least, the Training Originator, the Training 
Coordinator and the Chairperson of the Board of Studies.  
 

The trainer/lecturer is also briefed as regards the educational level, literacy, language abilities and any other 
learning difficulties of the participants. Adequate information will be provided so that the trainer is able to 
adopt the most appropriate form and methods for the training and will design his/her contribution to the 
programme using the most effective approaches, techniques and methods, integrating face-to-face 
practices with various forms of e-technology wherever this is possible or desirable. If appropriate, the 
trainer may have contact with the potential learners, preferably through their line managers, to seek some 
pre-programme activity and/or initial evaluation activities, to enhance the learner’s knowledge of the 
participants and their work environment.  
 

Trainer/Lecturer Records: Comprehensive records of all training providers are maintained by the Training 
Professional, Training & Development. Such records shall include but not limited to: 
- basic personal and contact details, 
- subject area, 
- qualifications and experience, 
- all training provided. 
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These details are recorded on Form: T&D/F 105 – ‘Lecturers Data Sheet’ (Appendix 14). 
 
Programme Regulations 
 
Programme design is not only limited to the training aspect of the programme but also includes the general 
running of the programme. In this regard, the Board of Studies will compile the programme regulations to 
guide participants on both the academic aspects of the course as well as on behavioral and other non-
academic expectations throughout the training programme. General guidelines on training programmes 
regulations are given in T&D/W 110 – Course Regulations (Appendix 8). It is not excluded that the Board of 
Studies introduces further regulations for particular courses. However, course regulations have to be 
established before the course commences and remain valid throughout the duration of the course. 
 
 
 
Related WIs & Forms: 
 

Appendix No: Title Page 

1 T&D/W 101:  Course Design 33 

2 T&D/W 102:  Categories of Courses 36 

3 T&D/W 104:  Board of Studies 37 

4 T&D/W 105:  Board of Examiners 38 

5 T&D/W 107:  Conditions for Lecturers 39 

6 T&D/W 108:  Course Brochure 40 

7 T&D/W 109:  Student Guidelines 41 

8 T&D/W 110:  Course Regulations 42 

9 T&D/W 111:  Course File 43 

10 T&D/F 116: Request for a Training Course Form  44 

11 T&D/F 102: Approval & Validation of The Training Course 46 

12 T&D/F 103: Course Data Sheet 47 

13 T&D/F 104: Conditions for Lecturers 48 

14 T&D/F 105: Lecturer Data Sheet 49 
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Design & Development of Training Courses Process 
 
 

TNA
Training need identified through 

TNA
Request for specific training

T&D/F 103

Training

Requirements

Identify training

Scheme to be

adopted

Is training to be conducted 

internally?

Discussion/s involving

Training originator,

Training coordinator, 

and possibly Board of 

Studies

Has requested training 

been conducted before?

YES

Course structure

and contents

reviewed

YES

Do course structure

and contests require

changes?

Design / Review

Course

T&D/W 101

NO

YES

Make arrangements with 

external organization to 

provide training

NO

Established 

Course layout
NO

Course file (Registry file) sent to:

-HR to note training and to deal with any matters 

involving industrial relations;

- T&D to obtain financial approval if required.

Is training course 

approved?

Is training to be 

pursued?

YES

NO

Registry File sent to Training & Development 

Section for finalisation of course preparations 

and pursuing of training

T&D/F 102
NO

YES
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Standard 4: Student-centred Learning, Teaching and Assessment 

 
With reference to Student-centred learning, this is addressed in: 
▪ T&D/P 101: Design & Development of Training Courses Process 
▪ 4.1.2 Design & Develop Course 
▪ Learning Methods: this includes the methods to be used for facilitating the course, that is, lectures, 

exercises, participation, course work, demonstrations, site visits, etc.  
 
T&D/P 103: Training Programme Assessment Process 
 
Purpose 
 
The purpose of this process is to provide a means for assessing participants’ qualifications, progress and 
attainments in relation to training programme requirements. 
 
Scope 
 
This process outlines the assessment requirements for the different phases of training programmes namely: 
 
a) Prior to programme commencement 
b) During programme delivery 
c) Final qualification 

 
Training Programme Entry Requirements 
 
When a training programme has a set level of entry requirements, eligibility of applicants to participate in 
the training programme shall be verified either by comparing their qualifications with programme entry 
requirements, or by undergoing an interview. This verification process is carried out by the Board of Studies. 
 
Training Programme Assessment 
 
Training programmes may include progress assessments which can be set on period basis or on module 
basis, i.e., participants can be assessed at set intervals through the programme or for each specific module. 
 
Assessments can be in the form of written and/or oral tests, assignments/projects, or presentations. It is 
up to the trainer to determine the extent of theoretical/academic and practical content of the 
test/assignment. 
 
The assessment method to be adopted is to be determined as part of the design of the training programme. 
The guidelines for setting the assessment are to be set by the Board of Studies. 
 
If a student fails to submit an assignment by a given deadline, s/he will be granted an extension of the 
deadline by a maximum of one (1) week, provided a reason is given by the student and which is accepted 
by the Board of Studies as valid for not submitting a home assignment by a given deadline. 
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Work Experience (Work based learning) 
 
When training programmes are required to have a work experience, such work experience shall be carried 
out either at the end of the programme prior to examinations. The work experience shall be conducted in 
accordance with the directions as issued by the Board of Examiners. 
 
‘Guidelines for Work Experience’ are included in T&D/W 113 (Appendix 15). However, it is not excluded 
that for any given training programme, the Board of Examiners alters or issues additional requirements in 
T&D/W 113.  
 
Final Examinations and Testing 
 
When training programmes are required to have a final examination, such examination shall be carried out 
either at the end of semester or at the end of the programme. Such examinations shall be conducted in 
accordance with the directions as issued by the Board of Examiners. 
 
If a student fails to obtain a pass mark in the final exam, s/he will be allowed to take the exam, under the 
same conditions, as resit. 
 
In case where a student justifies an absence with a valid reason, including medical reasons covered by 
medical reports, s/he will be able to take the exam, under the same conditions, as resit. 
 
‘Guidelines for Examinations’ and the procedure to be followed in handling examination papers is included 
in T&D/W 115 (Appendix 16). However, it is not excluded that for any given training programme, the Board 
of Examiners alters or issues additional requirements in T&D/W 115.  
 
‘Guidelines for Invigilators’ are included in T&D/W 116 (Appendix 17). 
 
 
Final Dissertation or Project 
 
Certain training programmes may require that part of the overall assessment includes a dissertation or 
project. Such assignments are generally held towards the later part of the programme. 
 
Dissertations or projects shall be conducted in accordance with the directions as issued by the Board of 
Studies. 
 
Guidelines for Dissertations or Projects together with instruction for compiling the related document are 
included in T&D/W 117 (Appendix 18). However, it is not excluded that for any given training programme, 
the Board of Studies alters or issues additional requirements in T&D/W 116 (Appendix 17).  
 
Assessment and Examination Results 
 
Assessment and examination results are to be issued as Grades. The Grading systems adopted are as shown 
in T&D/W 119 – Grading Systems (Appendix 20). 
 
All assessment and examination results are to be published and participants shall be informed of the 
publication of results. This does not exclude that participants are individually informed of their personal 
results, although this should not precede nor replace publication of results. 
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Certification 
 

On completion of a training programme, participants are issued with a certificate. The Training and 
Development Section issues two types of certificates: 
a) Certificate of Attendance (T&D F 112) (Appendix 23) issued for course, which are not examined or 

assessed. Participants are to attend 80% of the course in order for a certificate to be issued. 
b) Qualifying certificate (T&D F 113) (Appendix 24) for examined or assessed programs. In order for such 

certificates to be issued, participants have to meet all the qualifying requirements as set for the 
programme. Such certificates are also accompanied by a transcript (T&D/F 111 – Course Transcript) 
(Appendix 25). 

 

In cases where participants of a qualifying programme fail to obtain the necessary programme qualifying 
grades/standard, a Certificate of Attendance may be issued in accordance to course regulations. 
 

For courses less than seven (7) hours a Letter of Attendance is issued (T&D/W 110) (Appendix 22). 
 

Records 
 

Records of assessment results are to be kept in the Course File. Each participant shall have access to his/her 
own assessment records. This is done by issuing a transcript with certificate. 
 

Responsibilities 
 

The Lecturer conducting a training programme or a training module is responsible for setting assignment 
and examination questions and for correcting assignments and examinations papers as applicable. 
 

The Training Coordinator is responsible for collecting assignments from participants on their due date and 
handing them over to the respective lecturer for evaluation. The Training Coordinator eventually collects 
from the lectures the marks for this work and any course work which is to be returned to participants. 
 

The Training Coordinator is also responsible for setting examination dates and timetable. The Training Co-
ordinator coordinates examinations with examiners (lecturers) by:  
▪ collecting from lecturers’ exam questions at least a month prior to examinations,  
▪ setting exam papers,  
▪ handing exam scripts to lecturers for correction, and  
▪ collecting corrected scripts and marks from lecturers.  
 

Examination results are then reviewed by the Board of Examiners. 
 

The overall responsibility for verifying and setting the final marks for both assignments and exams lies with 
the Board of Studies. 
 

Where invigilators are required to supervise exams, these are selected by the Training Coordinator who will 
also conduct the necessary briefing for such a task (T&D/W 116). 
 

Method of Moderation 
 

The method of moderation to be used is Second Marking. This is where a first marker (the lecturer) marks 
the work and produces feedback. The work is then passed to the moderator (Board of Examiners) who looks 
at the work and the first marker’s proposed marks and feedback. If they are in agreement about the mark 
and feedback, then moderation ends. If not, the first marker(s) and moderator would discuss the work and 
try to reach a consensus decision regarding the mark, using the same options 
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Related WIs & Forms: 
 

Appendix No: Title Page 

15 T&D/W 113: Guidelines for Work Experience 50 

16 T&D/W 115: Guidelines for Examinations 51 

17 T&D/W 116: Guidelines for Invigilators 53 

18 T&D/W 117: Guidelines for Dissertation/Long Essay 57 

19 T&D/W 120: Plagarism 60 

20 T&D/W 119: Grading System 62 

21 T&D/W 112: Issuing of Certificates 63 

22 T&D/F 110: Letter of Attendance 64 

23 T&D/F 112: Certificate of Attendance  65 

24 T&D/F 113: Qualifying Certificate 66 

25 T&D/F 111: Course Transcript 67 

 
 

Standard 5: Student Admission, Progression, Recognition and Certification 

 
T&D/P 102: Training Programme Delivery Process 
 

Purpose 
 

The purpose of this process is to provide a means for implementing training programmes. 
 

Scope 
 

This process outlines the tasks and requirements which are to be followed to ensure the smooth running 
of training programmes and for ensuring the maintenance of the appropriate records. 
 

Processes 
 

The processes followed for delivering training programmes, both internal and external, are shown in the 
flowcharts in Appendix A and Appendix B respectively. 
 
Applications 
 

Participation to a training programme can either be obligatory or optional. 
 

Training programmes which are originated with the scope of addressing the particular needs of a 
Directorate or Section, or of a particular sector of employees are required to be attended by those 
employees who fall within such scope. In this case the list of participants is compiled by identifying those 
employees who fall within such scope and employees are obliged to participate accordingly. 
 

On the other hand, training programmes can be of a more general nature where participation is on a 
voluntary basis and participants need to apply to attend for the training programme. In this case, the course 
is publicised through an internal circular and also advertised through public media if the course is open to 
the public. The Training Coordinator shall ensure that all advertising material and Application Forms are 
prepared and sent to interested parties as applicable. 
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Applications shall be received by the Course Secretary and passed on to the Training Coordinator for review 
by the Board of Studies as applicable. Where interviews are required, these shall be carried out by the Board 
of Studies or by a selection of members of the Board as determined by the same Board. This interviewing 
board may also include members which are not part of the Board of Studies. Such members will be 
appointed by the Board of Studies as applicable. Applicants shall be informed of the outcome of the 
interview by the Training Coordinator. 
 

Training Commencement Notification 
 

When a course organised for WSC employees is due to commence, the following are informed: 
 
▪ Chief Officers, Managers or OMs - regarding employees under their responsibility who would be 

attending the course, 

▪ HR representatives of the respective Directorates - to inform the immediate heads of participants 
attending the course and of course schedules, 

▪ Participants – individually by letter of notification or email regarding date and any other details relevant 
to course commencement. 

 

Notification of training is to be issued by the Training and Development Section. 
 

Training Commencement 
 

On the first day of the training programme, the Training Coordinator will hold an introductory meeting with 
the participants. During this meeting, participants who are not WSC employees are required to fill in a 
Course Registration form T&D/F 106 (Appendix 26). Participants are also given all the necessary applicable 
information regarding the running of the course including timetables, course rules and regulations, 
students’ guidelines, assessment requirements and scheduling, etc. Although participants might be given 
certain course details as part of the advertising and application process, this information could be in 
abbreviated format and may not include all the details relevant to the course. Hence, the full and complete 
course details are handed out to participants on the first day of the course. 
 

Attendance for Training Programmes 
 

Attendance is mandatory for those training programmes which are originated to address Unit, Section, or 
sector needs. Absences must be justified by a sickness certificate or an explanatory note signed by the 
immediate Head of the employee concerned.  
 

For other training programmes, attendance is governed by the respective course rules and regulations. 
 

Participants are to register their attendance by means of time sheets or other means provided for the 
training programme T&D/F 107 (Appendix 27). 
 

Training Programme Delivery 
 

Once the introductory meeting and initial formalities are complete, the training programme would then 
continue according to the established timetable and schedule. 
 
Lecturers are kept informed of the schedule of their contribution to the course. Also, communication with 
lecturers is maintained with regards to any notes which have to be prepared beforehand, facilities required 
for delivery of the lecture, any forms or other paperwork which the lecturer would be required to follow 
with the participants, and any other requirements required to ensure the smooth running of the course 
and the maintenance of the appropriate records. 
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Assessments and Examinations 
 

In cases where a course includes assessments and/or examinations, communication is also maintained with 
the lecturers to ensure that the related questions are prepared within the time limits as established by the 
course schedule.  
 

In case of assessment work, coordination with the lecturers is maintained in following through the process 
of collecting assessments from participants, passing on to lectures for the necessary review and 
assessment, and then collecting results and any material which is to be returned to the participants.  
 

In case of examinations, coordination with lecturers is maintained in following the process for the 
preparation of exam questions and papers. Lecturers are informed of the date of the exam as it is preferred 
if lecturers are present for the exam to address any difficulties which may arise during the exam. The 
correction and marking process is then followed accordingly. Further details on course assessments and 
examinations are included in process T&D/P 103. 
 

Training Programme Administration 
 

The Training Coordinator is responsible for the executive management and coordination of training 
programmes and who in turn answers to the Board of Studies which is in turn has the overall responsibility 
of the course. 
 

The Training Coordinator is supported by the Training Secretary and other officers in charge of the provision 
of resources related to training. 
 

Complaints: The Training and Development Section shall give training participants all opportunities to lodge 
complaints with the Training Co-ordinator. Further, participants shall be provided with proper guidance and 
counselling during the training programme. Any complaints or grievances shall be handled by the Training 
Co-ordinator. The Training Co-ordinator is to see the complaint through and take the necessary actions 
resulting from the investigation. If required, the Training Co-ordinator will consult with, or refer the 
complaint to the Board of Studies. In any case, complaints shall be recorded and when concluded passed 
to the Board of Studies for consideration in the training evaluation process. The Training Co-ordinator shall 
inform the person raising the complaint of the outcome. The Training Co-ordinator shall also take the 
necessary steps to adjust any process, documentation, records, etc, and inform any other parties effected 
as a result of the outcome of the complaint.  
 

Any complaints related to examinations/assessments and/or examination/assessment results are to be 
made on the appropriate ‘Appeal Form’ T&D/F 109 (Appendix 29) which shall be filled by the participant 
and passed on to the Board of Examiners through the Training Co-ordinator. 
 

Complaints or grievances which are not related to training are passed on to the Chief Officer. 
 

Training Conclusion 
 

On completion of the training programme, participants are presented with a certificate as per T&D/P 103: 
Training Programme Assessment Process. 
 
Programme Follow-up and Evaluation 
 

At the end of the programme, participants will be requested to fill in an Evaluation Form (T&D/F 108 & 
T&D/F 118) to serve as feedback to further improve future programmes. 
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The training originator is also required to evaluate whether the training delivered has met the requirements 
and expectations. This will help the Training & Development Section to continue to improve the quality of 
the service provided. Further details on course evaluation are included in process T&D/P 104. 
 

Records 
 

All material related to the course is recorded in the course file. These records range from attendance sheets 
to final examination marks. The Programme File shall be kept by the Secretary who is also responsible to 
enter information regarding the programme on the database kept. At the end of the course, the Programme 
File is kept by the Training Coordinator. 
 

In case of WSC employees, a list of the participants who have attended training is also sent to the Corporate 
Directorate – Human Resources Section, together with copies of certificates to be entered in Dakar Data 
Base and filed in the employee’s qualification file. 
 
 

Abbreviations 
 
WSC  Water Services Corporation 
HR  Human Resources 
ED  Executive Director 
OM  Operations Manager 
 
 
 

Related WIs & Forms: 
 

Appendix No: Title Page 

21 T&D/W 112: Issuing of Certificates 63 

9 T&D/W 111: Course File 43 

26 T&D/F 106: Course Registration Form  68 

27 T&D/F 107: Attendance Sheet 69 

28 T&D/F 108: Course Evaluation (Maltese) 70 

29 T&D/F 109: Appeal Form 71 

30 &D/F 118: Course Evaluation (English) 72 

22 T&D/F 110: Letter of Attendance 64 

23 T&D/F 112: Certificate of Attendance  65 

24 T&D/F 113: Qualifying Certificate 66 

25 T&D/F 111: Course Transcript 67 
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Conducting Courses Internally 
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and application 
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Is course 
attendance by 
application?

Board of Studies 
reviews applications & 
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List of participants 
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Participants 
notified of course 
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On first day of course participants 
are given course details and 

participants from other organizations 
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Assessment 
results (where 

applicable) Issued 
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T&D/F 107
T&D/F 108
T&D/F 109
T&D/W 111

REG/F 001
Course File
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Course
concluded
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course are addressed by 
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applicable course regulations

YES

NO
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T&D/W 112

Lecturers / 
Trainers notified of 
lecturing schedule
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Conducting Courses Externally 
 

Standard Training Course identified or Course layout 

and contents established with training provider 

Process

CSD/PRS 001
Coordinating with organisation 

conducting training course for WSC 

employees to attend identified training
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NO
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Notified of course 
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On first day of course 

participants  are given 

course details

Registration Form -

T&D/F 106 

Course Details

Participants attend course as per 

course schedule and regulations as 

established by organization 

conducting course

Assessments / Exams 

(where applicable) carried out 

as per course requirements

Assessment results

 (where applicable) 

Issued

Course certificate 

issued to 

participants 

through WSC
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Training Course concluded

T&D/F 103

WSC employees 
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progress and any arising issues 

related to the course
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Standard 6: Teaching Staff 

 
T&D/P 101: Design & Development of Training Courses Process 
 
Choice of Trainers/Lecturers 
 
For courses which are being run for the first time, the Board of Studies, Training Coordinator, and Course 
Originator shall coordinate to identify prospective lecturers. The criteria for the choice of lecturers are the 
area of specialization, qualifications, experience and the reputation of the lecturer. 
 
For courses which have already been carried out, lecturers who have already successfully contributed to 
the training programme will be re-engaged. 
 
Lecturers can be recruited either from within or from outside the Corporation. 
 
If any course is being run for third parties, lecturers are either recommended by the client or sourced in 
consultation with the client. 
 
The final decision for recruitment of lecturers lies with the Board of Studies. 
 
The conditions around appointing lecturers to deliver training are laid out in T&D/W 107. 
 
Trainer/Lecturer Undertaking: Appointed trainers/lecturers undertake to abide by the conditions listed in 
T&D/W 107 (Appendix 5) by filling in Form: (T&D/F 104) – ‘Conditions for Trainers/Lecturers’ (Appendix 
13). 
 
Trainer/Lecturer Qualifications: It is the policy of the Training and Development Section to obtain the 
services of experienced and qualified personnel to run training programmes organized by the section. 
Suitability for delivering training is based on both or either of academic qualifications and practical 
experience on the subject. Training or lecturing experience is also considered although, in cases where it is 
deemed appropriate, the Corporation may opt to involve its own employees who would then be trained as 
trainers. 
 
“Train the Trainer” programmes can either be carried out internally or at any other training institution.  
 
The extent of training of trainers may vary in that due account is taken of prior training and experience. 
 
Trainer/Lecturer Briefing: The basic role of a trainer/lecturer is to offer and provide efficient and effective 
training programmes aimed at enabling the participants to learn the knowledge, skills and attitudes 
required of them. Thus, further to the above, selected lecturers are to be briefed on the training needs as 
determined by the Corporation. Such a briefing will involve, at least, the Training Originator, the Training 
Coordinator and the Chairperson of the Board of Studies. The trainer will be provided with adequate 
information to be able to adopt the most appropriate form and methods for the training and will design 
his/her contribution to the programme using the most effective approaches, techniques and methods, 
integrating face-to-face practices with various forms of e-technology wherever this is possible or desirable. 
If appropriate, the trainer may have contact with the potential learners, preferably through their line 
managers, to seek some pre-programme activity and/or initial evaluation activities, to enhance the 
learner’s knowledge of the participants and their work environment. 
 
Trainer/Lecturer Records: Comprehensive records of all training providers are maintained by the Training 
Professional, Training & Development. Such records shall include but not limited to: 
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- basic personal and contact details, 
- subject area, 
- qualifications and experience, 
- all training provided. 
 
These details are recorded on Form: T&D/F 105 – ‘Lecturers Data Sheet’ (Appendix 14). 
 
Trainer/Lecturer CPD: employees, especially professionals are committed to participate in Continuous 
Professional Development (CPD). They are bound to contribute towards lecturing, seminars and 
conferences as necessary.  
 
The Corporation shall facilitate the continuous development of its employees by: 
a) providing them access to Continuous Professional Development Programmes organized by the 

Corporation, 
b) reimbursing them for one membership fee or a professional body or institution, 
c) subscription to one local/foreign journal or academic library, 
d) reimbursing them an annual allowance for personal development undertakings. 
 
Employees may be asked to attend any course and/or conference/seminar. 
 
Trainer/Lecturer Appraisal:  Professional staff are to fill in the performance appraisal on a yearly basis.  This 
is a written evaluation of the employee’s job performance.  An interview is held between the supervisor 
(immediate head) and the employee to discuss the evaluation in a constructive manner and to share ideas 
for improvements to the areas in which they work.  Supervisors are required to support and encourage 
their employees to the extent that each one is sufficiently empowered and trained to be able to successfully 
perform all the duties of their post 
 
Related WIs & Forms: 
 

Appendix No: Title Page 

5 T&D/W 107:  Conditions for Lecturers 39 

13 T&D/F 104: Conditions for Lecturers 48 

14 T&D/F 105: Lecturer Data Sheet 49 

 
 
 

Standard 7: Learning Resources 

 
All documentation related to course design and subsequent course records are recorded in Course file as 
per Programme Courses filing system as explained in T&D/W 111 (Appendix 9). 
 
All material related to the course is also recorded in the course file. These records range from attendance 
sheets to final examination marks. The Programme File shall be kept by the Secretary who is also 
responsible to enter information regarding the programme on the database kept. At the end of the course, 
the Programme File is kept by the Training Coordinator. 
 
In case of WSC employees, copies of certificates are filed in the Course File and the employee’s Qualification 
File. Details are also entered in Dakar Database. 
 

Appendix No: Title Page 

38 Training Facilities & Available Resources and Student Support 101 
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Standard 8: Information Management 

 

Registration of Students 
 

Information regarding students is recorded in Programme Courses Filing System as explained in T&D/W 
111 (Appendix 9). 
 

As regards training courses given to WSC employees, information related to personal details such as name 
and surname, date of birth, ID Nos. etc. can be accessed through DAKAR. 
 

Other students (not WSC employees) are to fill in the T&D/F 106: Course Registration Form (Appendix 26). 
 

During the Course 
 
Data regarding the course is recorded in Programme Courses Filing System as explained in T&D/W 111 
(Appendix 9) and also on Sharepoint (soft copy). 
 

▪ T&D/F 107: Attendance Sheets (Appendix 27) 
▪ T&D/F 108:  Course Evaluation (Appendix 28) 
▪ Other information related to the course, such as Course Notes, Presentations, etc. 
 

The T&D Section organises and up-dates data accordingly. 
 
 

Information on Sharepoint (Sample) 
 

These are examples of information records. Similar information can be found in the T&D/W 111: 
Programme Courses Filing System. These records are kept for each course that is organised at IWT. 
 
 

 
 
Sample 1: These are the different sections as per T&D/W 111: Programme Courses Filing System where information 
is recorded. 
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Sample 2: Records of the Course (refer to T&D/W 111 [Appendix 9]) include a list of participants with details, 
attendance and Certificate no. This section includes copies of: 
▪ T&D/F 107: Attendance Sheets (Appendix 27) 
▪ T&D/F 108:  Course Evaluation (Appendix 28) 
  

 
 
Sample 3: Records of the Course – This includes a list of participants for each group (if there is more than 1 group 
attending the course), attendance records according to the number of sessions and the certificate no. 

 
Note: Name of employees and ID No have been deleted. 
 

Analysis of Data 
 

Course participant progression is monitored so as to identify course participants who may need additional 
assistance, and to enable the certification of successful course participants. These processes include but 
are not limited to routine attendance audits, lecturers monitoring participants’ performance during 
lectures, and at end of teaching period or module, reviews of participants’ grade outcomes and progression 
issues for participants who have not met course progression requirements. It is the responsibility of each 
lecturer to monitor the progress of participants in the relevant module(s) they are responsible for and it is 
the responsibility of the Course Co-ordinator to monitor the progress of participants in the course she/he 
is responsible for. 
 

During the course, progression is evaluated to ensure that the participants are in a position to finish the 
course within the expected duration. 
 
Related Process: 
 

Appendix No: Title Page 

37 T&D/P 105: Process for Training Records Retention 98 
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Standard 9: Public Information 

 
T&D/P 102: Training Programme Delivery (Clause: Applications) 
 
Training programmes that are of a more general nature where participation is on a voluntary basis and 
participants need to apply to attend for the training programme. In this case, the course is publicised 
through an internal circular and also advertised through public media if the course is open to the public. 
The Training Coordinator shall ensure that all advertising material and Application Forms are prepared and 
sent to interested parties as applicable. 
 
Applications shall be received by the Course Secretary and passed on to the Training Coordinator for review 
by the Board of Studies as applicable. Where interviews are required, these shall be carried out by the Board 
of Studies or by a selection of members of the Board as determined by the same Board. This interviewing 
board may also include members which are not part of the Board of Studies. Such members will be 
appointed by the Board of Studies as applicable. Applicants shall be informed of the outcome of the 
interview by the Training Coordinator. 
 
Further information can be found in T&D/W 109: Students Guidelines – Work Instructions (Appendix 7). 
 
 

Standard 10: Ongoing Monitoring and Periodic Review of Programmes 

 
T&D/P 104: Evaluating Participants’ Feedback on Training Courses Process 
 

Purpose 
 

The purpose of this process is to provide means for evaluating participants’ feedback of training courses. 
 

Scope 
 

This process outlines the tasks which are to be followed in evaluating the participants’ feedback on the 
training courses that they have attended. These evaluations are then utilized to address any shortcomings 
of the training programme and to improve on any future courses. 
 

Evaluation Aspects 
 

The aspects which are to be evaluated with regards to training courses are: 
▪ Training Effectiveness – course programme meeting training requirements. This is undertaken by 

(T&D/F 011 – Evaluating Effectiveness of Course/Training) (Appendix 31). 
▪ Participants’ performance – successful completion of course of studies and/or successful attainment of 

desired level of success. This is assessed by (T&D/F 108 – Course Evaluation) (Appendix 28). 
▪ Training providers – meeting the desired training outcome of course/modules. This is evaluated by 

(T&D/F 108 – Course Evaluation). 
▪ Participants’ opinion – participants’ comments on course/training. This is analysed by (T&D/F 108 – 

Course Evaluation). 
▪ Purchased training services – standard of service purchased. This is followed in (T&D/F 108 – Course 

Evaluation). 
 
 
 
 
 



Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 30 of 101 Date of Issue: August 2021 

 

 

 

 

Evaluation of Training 
 

During the running of the course, from time to time, participants are verbally asked for feedback. If any 
issues arise that can be rectified, these are immediately taken into consideration, where this is possible.  
 

At the end of a training programme or module, participants are required to answer to an evaluation 
questionnaire to seek their views, opinions, feelings, etc., about the programme. This is generally in the 
form of simple tick-list which seeks a score for each question against a 5 - point range of Good to Bad. In 
the questionnaire, there is also a section entitled ‘Comments’ so that participants may give their additional 
feedback regarding the course.  
 

After the questionnaires are collected, a graph is then compiled from the evaluation sheets to be able to 
identify the feedback of participants.  
 

The participants' own reasons for the scores in the ‘Comments’ section, is especially important if the score 
is low. There are instances where they may provide information about any changes that may be required 
to be made.  
 

The comments are taken into consideration as follows: 
 

▪ when a course is on-going, i.e. more than one group attending the course - the necessary action is 
taken immediately for the following groups when possible, 

▪ for periodical training (e.g. every year or after a period of years) - the evaluation is reviewed to rectify 
any comments made by the participants who previously attended the course. 

 

If the score is low and there are no comments by the participants, the scores should be analysed and action 
taken accordingly.  This must be shown as evidence in the Course File. 
 

For courses, where a Board of Studies is set up, it is up to the Board of Studies, Training Coordinator and 
Training Originator to analyse all the evaluation feedback for any training programme and address any 
identified problems as necessary. Such problem rectification depends on the type and detail of training, 
and the extent of remedial actions can vary from simple adjustments of any future training programmes to 
further training of participants to make good for any unforeseen deficiencies in the training programme.  
 

Specific areas to be addressed are described in table below:  
 

Specific Area Action Result Responsibility 

Training Programme not 
achieving objectives 

Programme 
Reviewed 

Either upgrade or re-develop 
program or terminate programme. 
Address further training of 
participants as applicable. 

Board of Studies 

Candidate / participant 
performance 

Re-sit or re-
submit work 

The outcome depends on the result. Board of Studies/ 
Board of Examiners/ 
Training Coordinator 

Trainers/lecturers not 
meeting training delivery 
requirements 

Meeting with 
Board of Studies 

Outcome depends on the decision by 
the Board of Studies after examining 
the case 

Board of Studies 

Training providers not 
meeting training 
requirements or service 
agreement 

Meeting with 
Board of Studies 

Outcome depends on the decision by 
the Board of Studies after examining 
the case 

Board of Studies 
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Training Evaluation Records 
 
All documentation related to the evaluation of a training programme is recorded in the respective Course 
File (T&D/W 111:  Course File) (Appendix 9). These records shall also include details of any complaints.   
 
 
Related WIs & Forms: 
 

Appendix No: Title Page 

28 T&D/F 108: Course Evaluation (Maltese) 70 

30 T&D/F 118: Course Evaluation (English) 72 

31 T&D/F 011: Evaluating Effectiveness of Course/Training 74 

 
 
 

Standard 11: Cyclical External Quality Assurance 

 
The following act as guides for Internal Quality Assurance procedures: 
 
▪ Training Needs Analysis (TNA) 

 T&D/P 001: Training Needs Analysis 
 T&D/W 001: Construction and Use of Skills Matrix 
 T&D/F 001:  Skills Matrix 
 

▪ Internal and External Audits 
 CMP/P 003: Corporate Manual Process for Conducting Internal Audits (Appendix 36). 
 

▪ Periodic external Verifiers and assessors for self-evaluation 
IWT will periodically make use of an external verifier to verify that the quality of training given is up to 
standard. This will be done every three years. 

 
 
Related WIs & Forms: 
 

Appendix No: Title Page 

34 T&D/P 001: Training Needs Analysis 87 

34A T&D/F 001:  Skills Matrix 89 

35 T&D/W 001: Construction and Use of Skills Matrix 91 

36 CMP/P 003: Corporate Manual Process for Conducting Internal Audits 92 
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Appendix 1 
 

T&D/W 101: Course Design – Work Instructions 
 
COURSE DESIGN 
 
The table below illustrates the various stages in the Course Design process: 
 

Course Aims and Objectives: 

 

- Learning Objectives 

- Target Population 

Training Strategies: 

 

- Training Areas 

- Training Modules 

Sequencing of Training Contents 

Learning Style and Methods 

Course Structure: 

 

- Time / Duration 

- Number of Sessions 

C
o

u
rs

e 
C

at
eg

o
ry

 
an

d
 R

at
in

g 

Assessment / Exams  (as applicable) 

Evaluation and follow-up Plan 

 
Course Structure: 
 

Course Aims and Objectives: The design of a training program can only be undertaken when clear training 
objectives have been produced. The training objectives clarify what goal has to be achieved by the end of 
training program i.e. what the trainees are expected to be able to do at the end of their training. The target 
population is also an essential basic factor which needs to be established as it has a direct effect on the 
design elements which have to be adopted for structuring the course. 
 

Training Strategies: Once the training objectives have been identified, these are translated it into specific 
training areas and modules with a clear distinction of what must be included and what is optional to be 
included. 
 

Training topics – The contents for each of the different modules are then determined and broken down into 
headings and topics. These are then classified into information, knowledge, skills, and attitudes.  
 

Module Themes – it is important to start by determining themes based on common competencies and then 
role specific competencies. These themes then tie content topics together to create an outline for the 
content structure. Use bullets and headers to create a simple outline of the modules and the topics within. 
 

Sequencing of Content: An important step in creating the outline of the content structure is determining 
the sequence of the modules. One might find that there are limitations by other aspects of the framework 
such as the availability of instructors if the module is to be delivered face-to-face. 
 

Building a training framework is an important part of creating a training course. It is important to consider 
the elements of the framework to ensure that the logistics and delivery options are considered, so that the 
content can be done in modules to fit the framework. With a strong framework, the course will be well 
organized and the content will flow logically. 
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Learning Style and Methods: Training design requires knowledge of the trainees and their profiles as this 
is one of determining factors in the choice of the learning style and methods to be adopted in the course. 
This is made up of a combination of factors which include: age, experience, needs and expectations of the 
trainees, introverted/extroverted, education level/literacy, language knowledge and level, prior learning 
(previous experience or training in the subject), openness to the learning process, any special needs, etc. 
These factors would in turn determine the methods to be used for facilitating the course, i.e. delivery mode, 
lectures, exercises, participation, course work, handouts, visuals, etc. 
 

Choice of Trainers/Lecturers 
 
The criteria for the choice of lecturers are the area of specialization, qualifications, experience and the 
reputation of the lecturer. 
 

Course Delivery Mode:  
 
Face-to-Face instruction – Instructor led classroom which allows for participant interaction, body language 
clues, interaction and activities requiring physical participation. Instructors assigned to deliver the 
curriculum are more engaged as they deliver it in person. 
 
Delivery Style:  Tutors may use one of these training methods to facilitate learning: 
 

▪ Interactive Group Work – discussions, games, brainstorming and simulations can all make group work 
interactive. Often the participants are divided into pairs to larger groups in order for group work to be 
completed. 

▪ Lecture – instructor led information sharing 
▪ Demonstration – instructor demonstrates a process in front of the group of participants. 
▪ Individual Work – work assigned to individual participants such as assignments (work sheets, research 

papers, readings etc.) and experiments. 
 

Instructional Style - Self-paced instruction where participants set the pace for the learning.  This is important 
when participants are being taught how to use equipment. 
 

On site Visits - Sometimes training requires that participants are taken on site e.g. in a ‘Sampling Techniques’ 
course, participants may be taken to the laboratory to see the process used in sampling.  
 

Course Layout: 
 

All the elements of training have now to be fitted into a tangible timetable. The course layout has thus to 
be worked out by determining the overall time and duration of the course, the number of modules, the 
number of sessions per module and the duration of each session. 
 

Course Scheduling: Training sessions are to be scheduled at convenient times for participants and 
trainers/lecturers, but with due consideration to the work schedules and requirements. As a general 
practices, courses are held during office hours, while some courses (e.g. course held in conjunction with 
their institutions, such as University of Malta) may need to held after working hours. 
 

Participants working on irregular schedules/shifts, are required to attend training as instructed irrespective 
of training schedules falling during working hours or not.  
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Assessments: 
 
The criteria to be adopted for issuing a final grade and/or certificate have to be determined. Typically, this 
is based on any or a combination from: Attendance, module/intermediate exams/assessments/ 
assignments / projects, overall / final exams, and final dissertation/project. Full details are included in 
process T&D/P 003 – ‘Training Programme Assessment Process’. 
 
Course Design Validation and Verification: 
 
Verification of Course Design: The course design is reviewed against the course brief presented by person 
requesting the training. 
 
Validation of Course Design: For ongoing courses, a dummy presentation maybe presented to staff in the 
presence of the person requesting the training (refer to T&D/P 101, Clause 1.0 para (ii) [d] and Clause 2.0), 
who would in turn approve the training programme prior to release by filling in Form T&D/F 005 - ‘Approval 
& Validation of The Training Course’, in order to verify the design of the training course. 
 
Training Evaluation: 
 
Trainers should clarify the necessary measurement and evaluation expectations need to be clarified with 
the Training Originator prior to embarking on substantial new training activities, so that appropriate 
evaluation processes can be established when the programme itself is designed. Further details on the 
training evaluation process are included in process T&D/P 004 – Training Evaluation Process. 
 
Programme Follow-up: 
 
It is important that the knowledge, skills and attitudes acquired by training participants is implemented by 
participants when they return to work. It is thus important that an analysis of such changes to review the 
effectiveness of the content of the training programme and the effectiveness of the methods used to enable 
learning, that is, whether the programme satisfied the objectives of the programme and those of the 
trainees.  
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Appendix 2 
T&D/W 102: Categories of Course Programmes – Work Instructions 
 
 
 

Categories of Course Programmes 
 

Rating Type of Course Duration Basis for Certification 

A Short one-off or ongoing 
course 

below 10 hours Attendance 

B Course on skills from 10 to 100 hours 
▪ Oral Assessment     
▪ Written 
▪ Practical 

C Long term and qualifying 
course 

over 100 hours Exam 

D Course held in conjunction 
with other training 
institution/s 

Depends on nature of course and/or agreement 
with training institution/s concerned. 

E Short workshops and seminars 1 to 2 days Attendance 

F Long workshops and seminars 3 days and more Attendance 
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Appendix 3 
 
T&D/W 104: Composition and Duties of the Board of Studies – Work Instructions 
 
A Board of Studies shall be appointed to advice on and supervise the design of courses of duration that 
exceeds 100 hours and to be responsible for the academic administration of the courses and training 
programmes run by the Training and Development Section. 
 
Composition of the Board of Studies 
 
The Board of Studies will be composed of: 
▪ A Chairperson 
▪ The Training Coordinator 
▪ A person from the field of Education 
▪ A person with technical knowledge of subjects being handled. 
 
Other members may be selected as necessary. 
 
The Chairperson has the casting vote in case this is necessary 
 
The Training Secretary will also be Secretary to the Board. 
 
It is not excluded that for particular courses or training programmes, an ad hoc Board of Studies is 
specifically appointed in relation to that particular course. In such cases, the Training Coordinator and 
Secretary to the Board may also be the Course Coordinator and Course Secretary as applicable. 
 
 
Duties of the Board of Studies 
 
The duties of the Board of Studies are: 
▪ To advice on and accept training programme design. 
▪ To advice on and accept training programme lectures. 
▪ To decide on the eligibility of candidates for admission to the course as applicable. 
▪ To ensure that the course is run within the set guidelines and regulations. 
▪ To decide on disciplinary action if and when required. 
▪ To receive appeals from participants during the running of the course.  The Board decides on appeals 

at the first meeting of the Board. 
▪ To receive, review and action on complains from participants during the running of the course as 

necessary. 
▪ To issue terms of reference to Examination Board when this is required. 
▪ To confirm or otherwise decisions issued by the Examination Board. 
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Appendix 4 
 
 
T&D/W 105: Composition and Duties of the Board of Examiners – Work Instructions 
 
 
A Board of Examinations shall be set up when the training programme is assessed by examination. The 
Board will act within its terms of reference as issued by the Board of Studies. 
 
Composition of the Board of Examiners 
 
The Board of Examiners will be composed of: 
▪ A Chairperson 
▪ The Training Coordinator 
▪ A person from the field of Education 
 
Other members may be selected as necessary. With the exception of the Training Coordinator, no other 
person sitting on the Board of Examiners shall also be sitting on the Board of Studies. 
 
The Chairperson has the casting vote in case this is necessary. 
 
The Training Secretary will also be Secretary to the Board. 
 
In cases where a Course Coordinator and/or a Course Secretary are specifically appointed in relation to a 
particular course, the duties of the Training Coordinator and Secretary to the Board are taken over by the 
appointed officials as applicable. 
 
 
Duties of the Board of Examiners 
 
The duties of the Board of Examiners are: 
▪ To determine the procedures to be adopted for the conduct of the examination subject to course 

regulations and guidelines. 
▪ To evaluate and confirm course work, assessment and examination markings. 
▪ To review examination markings of boarder-line cases and, in judging the merits of candidates, may 

revise examination markings taking into account not only the candidate’s performance during the 
examination but also the candidate’s work in the subject during the course. 

▪ To address appeals regarding examinations. The Board decides on the appeals at the first meeting of 
the Board. 

▪ To act on terms of reference as issued by the Board of Studies. 
▪ To report to the Board of Studies. 
 
The members of the Board of Examiners shall treat as confidential everything connected with their 
proceedings. 
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Appendix 5 
 
 
T&D/W 107: Conditions for Lecturers/Trainers – Work Instructions 
 
The conditions for internal and external lecturers and trainers required to participate in conducting training 
courses or modules for the Training and Development Section are: 
  
▪ Training programme is set with the lecturer as soon as practicable, but preferably at least one month 

before training is due to commence.  This includes: 
− Aim & Objectives 
− Course Contents 
− Learning Approaches, Techniques and Methods 
− Assessments / Exams 
− Duration 

▪ Lecturers/Trainers are to be briefed on and given a list of participants so as to know target population 
for the course. 

▪ Any material for printing and presentation is to be handed in to the Training and Development Section 
ideally one week before the course commences. 

▪ Requirements regarding equipment and facilities are also required to be handed in one week before 
the course commences. 

▪ Where training programmes include assessment, Lecturers / Trainers must give out assignments, 
correct and assess such assignments. 

▪ In case of examinations, Lecturers/Trainers are required to set questions for final examination and 
correct the examination papers. 

▪ Copies of course contents and presentation to be left at the Training and Development Section for 
records purposes. 

▪ The point of contact for Lecturers/Trainers is the Training Coordinator. 
▪ Lecturers/Trainers are given feedback from course participants through an evaluation sheet. 
▪ Remuneration to Lecturers/Trainers are determined following consultation with the Chief Officer, 

Quality, Research & Development. 
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Appendix 6 
 

T&D/W 108: Course Brochure – Work Instructions 
 
 
When a course brochure is to be prepared, the following procedure is followed. 
 
The course brochure is prepared by the course co-ordinator.  It is then distributed by the secretary. 
 
The brochure includes the following information: 
 
Front Page:   
▪ Course Title 
▪ Dates when course is being held 
▪ Organising body 
▪ Logo of the Institute & other logos where applicable 
 
Other information that may be included inside the brochure: 
 
▪ Course Content 
▪ Aims & Objectives 
▪ Recommended audience 
▪ Lectures/Speakers 
▪ Information about the lecturers/speakers 

▪ Course details (e.g. time, venue) 
▪ Fee (if applicable) 
▪ Closing date of application 
▪ Contact person 
▪ Application form 
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Appendix 7 
 
T&D/W 109: Students Guidelines – Work Instructions 
 
 
STUDENTS GUIDELINES 
 
Courses open to the public are advertised through public media. 
 
Advertisements include the following: 
 
▪ Course information 
▪ Organising body 
▪ Target population 
▪ Methods of application 
▪ Closing date 
▪ Contact persons 
 
Courses organised for the employees at the Water Services Corporation are communicated by means of 
circulars and/or e-mail. 
 
Before registering for a qualifying course, candidates are given course regulations. These regulations 
include: 
 
▪ Pre-requisites for course, that is entry requirements 
▪ Structure of the course and course programme  
▪ Course conditions 
▪ Methods of assessment 
▪ Progress and classification 
▪ Course fees where applicable 
 
These may vary according to the type of course.  
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  Appendix 8 
 
T&D/W 110: Course Regulations – Work Instructions 
 
Participants attending courses organized by the Training and Development Section are to follow the course 
regulations as well as other regulations and conditions related to their employment with WSC. 
 
Course regulations form part of the course conditions and are to include details as listed below: 
 
Academic Regulations: 
▪ Course pre-requisites (e.g. eligibility criteria) 
▪ Course structure and programme 
▪ ECTS or ECVET learning credits for courses to be developed in line with the Malta Qualification 

Framework (MQF) 
▪ Methods of assessment 
▪ Progress and classification 
▪ Course fees (as applicable) 
 
Non-academic regulations: 
▪ General behaviour:  

 Be properly dressed at all times, 
 Make proper use of equipment and facilities, 
 Refrain from smoking other than in specific designated areas. 

    
Non-Conformance to established regulations may result in disciplinary procedures which include: 
▪ Written warning 
▪ Suspension from course 
▪ Dismissal from course 

 
Disciplinary actions to be implemented are to be decided by the Board of Studies. Such disciplinary actions 
do not exclude the possibility of employees being subject to additional disciplinary action as established by 
their respective conditions of employment. 
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     Appendix 9 
 

T&D/W 111: Course File – Work Instructions 
 
A course file is required to be compiled for courses which are rated under categories C and D (refer to T&D 
W 102 – Categories of Courses).  For courses in the other categories, compilation of a course is at the 
discretion of the Training Coordinator.  
 
Course Files are to include details as listed below: 
 
1. Course Details – The course may include all or some of the following: 

▪ Course Data Sheet 
▪ Aims & Objectives 
▪ Course contents 
▪ Course conditions 
▪ Time-table 
▪ List of Participants 
▪ Copy of letter of notification 
▪ Copy of Registration Form (for external participants) 
▪ Course brochure, where applicable 
▪ Copy of Evaluation Sheet 
▪ Other material where necessary 

 
2. Records of the Course – This part of the file will include all relevant material connected with the course, 

such as completed Registration Forms, trainees’ hand ins, results, completed Evaluation Forms, List of 
Certificate Nos. etc.  (Refer to Method of Filing) 

 
3. Course Notes and Handouts – This part of the file will include a copy of the notes used by the facilitator 

and a copy of the handouts given to the students.  For long-term courses a copy of assignments, 
practical tests, copy of examination paper, etc. will also be kept. 

 
4. Correspondence – This part of the file will include all correspondence relating to the course. 
 

 
Filing Method 
 
For long-term courses, where students should be assessed, a file number is given to the main file (RECORDS 
OF THE COURSE).  In addition to this file, additional individual files have also to be kept for each individual 
student.  The individual file will have the same file number of the main file and part-of. 
 
Example:  
 
T&D 1/99 Course in Supervisory Skills 
T&D 1/99/1 Course in Supervisory Skills: (Name of Student) 
T&D 1/99/2 Course in Supervisory Skills: (Name of Student) 
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Appendix 10 
 

Water Services Corporation 
 

REQUEST FOR A TRAINING COURSE 
 
This information is necessary to initiate the process for designing training that meets the needs of the 
Executive Director/Manager requesting the training.  This form can be filled in consultation with the 
Executive Director Human Resources or his/her delegates. 

 

 

Name:    Signature:  

Directorate:   Section:  

Date:   Ext. No:  

 

Brief Description of the training required: 
 

 

 

 

 

 

Target Population:  

Estimated No. of Participants:  

Time Frame:  

OPEX No:  

 

 

 

      
Approval of Chief Officer  Date 

 
 
 
 
 
T&D/F 101/3 2x1 12/20 
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T&D SECTION 
 
 
For Official Use: 
 
Recommendation:  Approved    Not Approved  
 
Comments: 
 
 

 
 

 
 
 

  

Chief Officer  Date 
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Appendix 11 
 

Water Services Corporation 
 

APPROVAL & VALIDATION OF THE TRAINING COURSE 
 

The Manager requesting the training must approve and validate the training programme prior to release 
or after a ‘dummy’ presentation of the course in order to verify the design of the training course. 
 

 

Name:  

Directorate & Section:  

Course Subject:  

 
Instructions: Do the following meet your requirements: 
 

 Yes No Comments 

Aims of the Course: 
 
 

   

Objectives of the Course: 
 
 

   

Course Content: 
 
 

   

Delivery: 
 
 

   

Media Use: 
 
 

   

Handouts: 
 
 

   

Time Frame: 
 
 

   

 
 
 

Chief Officer/Manager’s Signature  Date 
 
 
 
 
 
T&D/F 102/4  1x1  12/20 
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Appendix 12 
 

Water Services Corporation 
 

COURSE DATA SHEET 

 
COURSE TITLE:  

COURSE CODE:  

COURSE OBJECTIVE:  

COURSE DURATION:  

TARGET POPULATION:  

CO-ORDINATOR:  

LECTURER/S:  

METHOD OF ASSESSMENT:  

PRE-REQUISITE:  

FACILITIES REQUIRED:  

COURSE MATERIAL:  

 
COURSE HISTORY 

 

DATE: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
T&D/F 103/5 1x1 12/20 
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Appendix 13 
 

 

Water Services Corporation 
Triq Ħal Qormi, Ħal Luqa LQA 9043 Malta 

+356 2244 5566        

customercare@wsc.com.mt    

wsc.com.mt 

 

Conditions for Lecturers 
 
The following are the conditions (where applicable) for internal and external lecturers: 
  
1. Training programme is set with the lecturer one month before.  This includes: 

▪ Aim & Objectives 
▪ Course Contents  
▪ Duration 

 
2. A list of participants is given to lecturer to know target population for the course. 
 
3. Material for printing and presentation is to be given to the Institute one week before the course 

commences. 
 
4. Requirements regarding equipment to be given one week before.  This is needed for the allocation of 

premises. 
 
5. Where applicable, the lecturer must give out assignments, correct and assess such assignments.  For 

certain courses, the lecturer is required to set questions for final examination and correct the 
examination papers. 

 
6. Copies of course contents and presentation to be left at the T&D Section for records purposes. 
 
7. Lecturers are assessed by the participants through an evaluation sheet. 
 
8. Remuneration to lecturers is fixed.  The rates are as follows: 
 

€  Diploma 

€  First Degree 

€  MSc/PhD/Specialist 

 
Name of lecturer:    

Signature indicating acceptance:    

Date:     
 

 
 
 
 
T&D/F 104/5 1x1 12/20 

 

 

 
ISO 14001 applies only to WSC Main Office 

Ta’ Kandja P.S. and Pembroke R.O.   
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Appendix 14 
 

Water Services Corporation 
 

LECTURER DATA SHEET 

 
PERSONAL DETAILS  

NAME  

ADDRESS  

TEL NO  

MOB NO  

QUALIFICATIONS  

AFFILIATION  

EMPLOYMENT  

Date Place of Work 

  

  

  

  

  

  

COURSES AT IWT  

Date Course 

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

 
 
 
T&D/F 105/5 1X1 12/20 
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Appendix 15 
 
 
T&D/W 113: Guidelines for Work Experience – Work Instructions 
 
 
If a course warrants a work experience, the following guidelines should be used: 
 
1. The work experience will be held from (DATE) to (DATE). 

 
2. A supervisor will be appointed to oversee and assess the work experience.  The supervisor, in 

agreement with the Course Co-ordinator, may give special assignments during this period. 
 

3. Participants are required to keep a ‘diary’ to record the activities carried out during the work 
experience. The format of the ‘diary’ is at the course co-ordinator’s discretion. 

 
4. On completion of the work experience, the supervisor will sign the diary and will give an assessment 

mark. 
 

5. The diary and assessment form signed by the supervisor are to be handed in on (DATE) to the 
Course Co-ordinator. 
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Appendix 16 
 

T&D/W 115: Guidelines for Examinations – Work Instructions 
 
 
EXAMINATION PAPER: 
 
1. The course co-ordinator has to collect the examination questions and model answers from the 

lecturers preferably one month before the exam. 
 
2. The co-ordinator sets the examination paper. 
 
3. The typing of the paper is done by the secretary under strict confidentiality. 
 
4. Copies of the exam paper are done one day before the examination date. 
 
5. The secretary prepares the front cover of the examination paper. This includes: 

▪ Title of the exam 
▪ Date 
▪ Duration 
▪ Number of questions to be tackled 
▪ Choice where applicable 
▪ Conditions of examination 

 
6. The envelope containing the examination papers is sealed. On the envelope, the following are 

written: 
▪ the title of the exam 
▪ the number of copies 

 
7. The envelope is stored in a safe and confidential place. 
 
8. The secretary prepares the front page of the examination scripts. This includes: 

▪ Title of the Exam 
▪ Date  
▪ Time 
▪ Candidate’s name 
▪ I.D. Number 

 
9. Section for Official Use: 

▪ Index Number 
▪ Number of questions attempted 
▪ Final mark 

 
10. The examination scripts are stamped and initialled by the secretary. 
 
EXAMINATION DAY: 
 
1. The sealed envelope and scripts are given to the invigilator. 
 
2. The seal of the envelope is broken in front of the candidates at the starting time of the examination. 
3. When the exam ends, the invigilator checks that all the scripts have been collected and the number of 

papers tally with the number given to each candidate. 
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4. After the examination, the invigilator returns everything to the secretary. 
 
 
AFTER THE EXAMINATION: 
 
1. The secretary gives an index number for each candidate.  This number is written on all the pages of 

the examination script, including the front page. 
 
2. The front page of the examination script is taken off and the other papers in the script are loosened. 

These are put in batches according to the question numbers that were tackled. 
 
3. Each bundle, together with a marking sheet, are put in an envelope which is sealed. On the envelope 

the following is written: 
 

▪ Examiner’s name 
▪ Total number of scripts 
▪ The number of the question 
 

4. The marking sheet includes: 
 

▪ The question number 
▪ Index number 
▪ Assessment mark 
▪ Signature of the examiner 
▪ Date 

 
5. The envelopes are then returned to the secretary. The papers are then re-assembled according to 

candidate. 
 
6. The secretary issues a marking sheet for each candidate. The sheets have to be signed by the co-

ordinator after having checked the marks and scripts. 
 
7. A meeting of the Examination Board is held. There may also be interviews with the candidates where 

applicable. 
 
8. Participants, who have an e-mail account, are informed of the results by e-mail.  
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Appendix 17 
 
T&D/W 116: Guidelines for Invigilators – Work Instructions 

 

Introduction 
 
Invigilation staff are to be vigilant, organised, and professional. They should: 
▪ act according to the guidelines for invigilation set by IWT, 
▪ ensure the security of IWT scripts, examination papers and materials,  
▪ calmly, clearly, and politely communicate important information to candidates in clear Maltese and/or 

English, 
▪ be able to recall IWT Regulations for examination conduct,  
▪ be able and willing to recognize instances of malpractice and report these to IWT,  
▪ be able to deal with emergencies, 
▪ complete and return necessary documentation.  
 
 

General Conduct 
 
▪ Invigilation staff is to wear clean, comfortable clothing with soft sole shoes and avoid shoes which 

make excessive noise, such as those with high heels.  
▪ Disturbances to candidates are to be avoided wherever possible. Talking with candidates or other staff 

is strictly prohibited unless this is necessary and related to the running of the examination.  
▪ Invigilators are not to use their phones, read books, chat, or perform other non-invigilation tasks.  
▪ Invigilators are to survey the area they are responsible for. Their presence must be felt. Where there 

are two or more invigilators in a room, both invigilators should not be sitting down at the same time.  
▪ Invigilators are to keep calm in all situations.  
▪ Candidates are not to be shouted at or judged.  

 
 

Date of Examination 
 
 
1.0 Punctuality during Examination 
 
Invigilators should report to the place of examination on time. 
 
2.0 Preparation for the Examination  
 
2.1  The Training Coordinator shall assign an examination room to the invigilator.  The invigilator is given 

the following: 
▪ a list of candidates sitting for the examination in a designated room 
▪ index numbers, scripts, report sheets (for recording of absentees, irregularities, temporary 

absences, extra script) 
▪ a sheet with title of the examination to be placed at the door. 

 
2.2 The invigilator shall proceed to the examination room and ensure that the seating accommodation is 

arranged in such a way that examination conditions can be observed. 
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2.3 The invigilator shall place the examination title on the door and the index numbers and one script on 
each desk. 

 
 
3.0  Admission of Candidates to the Examination Room  
 
3.1   Ten minutes (10) before the examination is due to start, invigilators should admit the candidates and 

check that they are seated at the desk bearing their index number or name.  Any candidate, who 
reports for the examination, but whose name does not appear on the list of candidates, should be 
referred to the Training Coordinator. 

 
3.2   Candidates should not be allowed to bring into the examination room any written or printed material, 

or any blank paper, unless expressly permitted in the rubric of the examination paper.  Rough work 
must be done on the examination scripts provided.  However, invigilators should remind candidates to 
hand to them any bags, books, notebooks, notes or any other unauthorised aids before the 
commencement of the examination. 

 
3.3 Invigilators should instruct the candidates to fill in the information required on the cover of the 

examination script.  During the course of the examination, they should check that each candidate has 
filled in the information requested. 

 
3.4 The examination papers shall be distributed by the Training Coordinator to the invigilator in a sealed 

envelope a few minutes before the scheduled time of commencement of the examination.  
 
3.5 Just before the scheduled time of commencement of the examination invigilators should open the 

envelope in front of the candidates and distribute the examination papers.  Invigilators should indicate 
to candidates when to commence the examination by making the following announcement: 

 
       “You may start writing.  You have ….. hours to complete the paper.” 
 
3.6   Candidates who arrive late may only be admitted to the examination room if they arrive within the 

first half an hour of the commencement of the examination. 
 
3.7   Invigilators should not allow anyone who is not a candidate or who has no official duties to enter the 

examination room. 
 
 
4.0 Permanent and Temporary Absences from the Examination Room  
 
4.1   Candidates should not be allowed to leave the examination room, permanently or temporarily, during 

the first half an hour of an examination and during the last quarter of an hour of an examination. 
 
4.2 Candidates who are allowed to leave the examination room temporarily should be kept under 

surveillance by an invigilator and should not be allowed to talk to any other person.  Invigilators should 
bear in mind that temporary absences should normally be of a short duration. 
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5.0   Irregularities during an Examination  
 
5.1 Invigilators are to ensure that candidates are not in possession of any unauthorised material (see para 

3.2) do not pass any information to one another, do not copy from, or communicate with other 
candidates. 

 
5.2   If any irregularity occurs it should be reported on the appropriate form and the Training Coordinator 

should be informed immediately.  Any papers or other unauthorised aids involved should be taken 
away from the candidate and attached to the report.  This procedure should be followed without 
undue fuss and the candidate should be allowed to continue the examination. 

 
 
6.0   Detection of Presumed Printing Errors  
 
6.1 If candidates detect what they feel is a printing error, the invigilator should inform the Training 

Coordinator. Candidates should be instructed to continue working on the rest of the examination 
paper while the query is being looked into. 

 
6.2   Invigilators may not interpret any rubrics or questions for candidates. 
 
 
7.0 Invigilators’ Behaviour during Examinations  
 
7.1 Invigilators are to keep in mind that while an examination is in progress their primary task is to 

supervise.  They should therefore periodically and as unobtrusively as possible go round the room to 
ensure that no irregularities occur.  They should NOT read, write, leave the room or in any other 
manner allow themselves to be distracted from keeping the candidates under their constant, though 
discreet, supervision.  When two or more invigilators are on duty in the same room they should 
supervise from different positions in the room and at least one of them should stand back. 

 
 
8.0  End of the Examination  
 
8.1 Fifteen (15) minutes before the end of the examination the following announcement should be made: 
 

“You have fifteen minutes to complete the examination.  From now on, no one will be permitted to 
leave the room until the examination is over.” 

 
8.2 To indicate the end of an examination the invigilator should make the following announcement: 
 

“The time allotted for the examination is over.  Stop writing.  Wait in your place until all examination 
scripts are collected.” 

 
8.3 At the end of the examination the remaining candidates should only be allowed to leave the 

examination room when all scripts have been collected.  No candidate should be allowed to take any 
examination scripts out of the room. 

 
8.4   Invigilators should place the scripts in ascending order according to the index number and hand them 

to the Training Coordinator immediately. 
 
9.0  Adherence to Instructions  
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9.1   Invigilators should follow strictly the instructions given above as well as any other instructions which 
may be given by the Training Coordinator. 
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       Appendix 18 
 
T&D/W 117: Guidelines for Dissertation/Long Essay – Work Instructions 
 
 
1. The dissertation/long essay has to be handled in by ____ (according to the course). 
 
2. The length of the dissertation/long essay should be around ___ words (according to the course).  

Details of the presentation are given in the specification document. 
 
3. Three hard bound copies of the dissertation/long essay have to be presented to the course co-

ordinator. 
 
4. The dissertation/long essay has to be original as much as possible and if possible related with the place 

of work of the student or area of study. 
 
5. It is important that the dissertation/long essay would involve a number of disciplines learned during 

the course. 
 
6. Students may need to identify a qualified/experienced person to act as their supervisor (as necessary) 

depending on the course. 
 
7. The title of the dissertation/long essay (even a provisional one), as well as the name of the supervisor 

(if applicable) have to be submitted by (date). 
 
8. Any further clarification can be obtained by contacting the course co-ordinator. 

 
9. Plagiarism: Plagiarism, that is, the wilful representation of another person’s work, without the 

acknowledgement of the sources as one’s own or the deliberate and unacknowledged incorporation 
in a student’s work of material derived from the work (published or otherwise) of another, is 
UNACCEPTABLE. Such practice will incur the penalty of outright failure. Reference is to be made to 
T&D/W 120: Plagiarism – Work Instructions. 
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SPECIFICATIONS OF THE PRESENTATION 
 

A. Paper Size: International Standard Size A4. 

B. Typing: Text should be double-spaced using one side of the page only. Leave 1 space 
between sentences. Commas and other punctuation marks are to be followed 
by a space. 
 
Font selected should be easy to read such as Arial. 
 
Print size Arial 10 
 
Margins at least 3.5 cm on the left margin      
     2.5 cm on the right margin     
     4.0 cm on the top margin 
     4.0 cm on the bottom margin 
 
Single spacing for footnotes and long quotations in the main text.  A top 
margin of 2 inches to be left on the first page of every division, i.e. chapters, 
bibliography, etc.  Footnotes should appear at the bottom of the relevant page 
or after every chapter. 
 

C. Pagination: The main text, including the introduction (if any) and the appendices of the 
essay shall have Arabic numerals.  The title page, dedication (if any) prefaces, 
acknowledgements, table of contents, bibliography, etc. preceding the main 
text shall have Roman numerals. 
 

D. Bibliography: The Harvard System should be used consistently. 
 
Some examples: 
▪ Full- book reference: Barnes, R. (1995). Successful studying for degrees 

(2nd ed.). London: Routledge. 
▪ A full journal reference: Brinckerhoff, L. (1996). Making the transition to 

higher education: opportunities for student empowerment. Journal of 
Learning Disabilities, 29(2), 118–136. 

▪ Chapter in book: Millar, R. and Gallagher, M. (1995). The selection 
interview. In O.D.W Hargie (Ed.), The handbook of communication skills 
(2nd ed., pp. 385–409). London: Routledge. 

 

E Tables, Figures 
etc.,  

▪ Must be numbered according to the Chapter they are in,  
▪ Must have a title and key (legend) underneath, 
▪ Tables provide information, 
▪ Figures (graphics) illustrate the information so that patterns can be seen 

in a visual. 
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F Binding: Three bound copies of the dissertation/long essay shall be presented. 
Duplication is permissible provided that the result is clean and clear. The 
copies shall be bound with good quality end papers with lettering on the front 
showing: 
1.  the name of the candidate 
2.  the title of the dissertation/long essay 
3.  the course for which the essay is submitted 
4.  the year of submission. 
 
Maps, diagrams, graphs, printed material, etc. should be bound with the 
essay, but if this is not possible, they should be presented in special folders or 
volumes and numbered. 
 
Digitalization: A soft copy shall be handed in to be stored by Library services. 

G Layout of title 
page: 

Title of the dissertation/long essay and subtitle, if any, followed by the name 
of the candidate, the subject, and the date of submission.   
 
Example: 
“A dissertation presented in fulfilment of the requirements for the Diploma in 
Desalination Studies” 
 
followed by the month and year of submission. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 60 of 101 Date of Issue: August 2021 

 

 

 

 

Appendix 19 
 
T&D/W 120: Plagiarism – Work Instructions 
 
Purpose 
 
The purpose of this Work Instruction is to set out the principles how to measure and regulate plagiarism in 
submitted assignments. 
 
Scope 
 
All submitted assignments for courses held at the Institute of Water Technology will be evaluated for 
plagarism. 
 
Definition 
 
Plagiarism is using the words or ideas of others and presenting them as your own. Such activity represents 
a form of fraud. It can take many forms, from deliberately seeking academic advantage by replicating the 
work of others, to accidentally copying from a source without acknowledgement. 
 
Responsibilities 
 
▪ It is the responsibility of students to be aware and comply with this Work Instruction, and to ensure 

that they do not commit, or collude with another person to commit, plagiarism. Work submitted or 
presented should be genuine and original.  

▪ It is the responsibility of Tutors/Lectures to ensure that subject outlines give clear guidelines on IWT’s 
Policy and Procedures on plagiarism.  

 
Responsibility for implementation 
 
The Training Co-ordinator, Tutors/Lecturers and the Student are responsible for the implementation. 
 
It is the responsibility of the Training Coordinator to ensure that each assignment is checked and rated for 
plagiarism, before submitting such an assignment to Tutor/Lecturer for correction. 
 
 
PROCEDURES  
 
How to avoid plagiarism  
 
In order to avoid a charge of plagiarism all sources must be acknowledged in a clear and precise manner in 
accordance with accepted practice. Students will be taught how to reference their sources correctly.  
 
How is plagiarism detected?  
 
IWT will utilise the relative software through which students are required to submit written work. This is an 
educational tool which students can use to check their assignments for similarities in millions of websites, 
articles, books and other student assignments which have also been submitted to the software. Students 
will have the opportunity to use this software to check their own work for plagiarism and to make 
appropriate amendments before submitting the work for assessment. 
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IWT staff may use the software to obtain an originality report, which will reveal the percentage of material 
plagiarised or inappropriately cited in the assignment.  
 
What happens if a student plagiarises?  
 
Any assignment with a plagiarism level exceeding 30% will not be considered any further.  The course co-
ordinator will inform the student by e-mail with such a decision as soon as possible.  Any repercussions for 
non-submittal of the assignment to the tutor will be borne by the student. 
  
In all these cases, the matter will be noted on the student's file and a copy of the e-mail will be provided to 
the student. 
 
If a student disagrees with the penalty issued as a result of an allegation of plagiarism, the student may 
submit a grievance as per T&D/P 102: Training Programme Delivery Process by filling in the appropriate 
‘Appeal Form’ T&D/F 109 (Appendix 28) which shall be filled by the participant and passed on to the Board 
of Examiners through the Training Co-ordinator. 
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Appendix 20 
T&D/W 119: Grading System – Work Instructions 
 
 

DESCRIPTOR MARK GRADE 

Work of exceptional quality. 
Exceptional performance showing comprehensive understanding and 
application of the subject matter.  Evidence of extensive additional 
reading/research/work. 

90% - 100% A+ 

Work displaying comprehensive and critical understanding  
Superior performance showing a comprehensive and critical understanding of 
the subject matter. Evidence of considerable additional 
reading/research/work. 

80% - 89% A 

Work displaying comprehensive understanding 
Performance showing a very good working knowledge of the subject matter. 
Evidence of a moderate amount of additional reading/research/work. 

75% - 79% B+ 

Work displaying substantial understanding  
Above-average performance, with a working knowledge of the subject matter. 
Evidence of some additional reading/research/work. 

70% - 74% B 

Work displaying sound understanding  
Average performance. Evidence of little additional reading/research/work 

60% - 69% C+ 

Work displaying satisfactory understanding  
Adequate performance. No evidence of additional reading/research/work. 

55% - 59% C 

Work displaying satisfactory understanding with shortcomings  
Adequate but inconsistent performance. No evidence of additional 
reading/research/work 

50% - 54% D+ 

Work displaying basic understanding  
Marginal performance, satisfying minimum criteria. 

45% - 49% D 

Work displaying inadequate understanding to varying degrees. 0% - 44% F 1,2 
1 If mark obtained is between 35% and 44% in Compensatable Study-Units and 
is compensated by good performance in other Study-Units, a Compensated 
Pass (CP) shall be awarded (vide regulation 48).  
 
2 Unjustified absence for an assessment when a valid reason for absence is 
required, or failure to hand in assigned work on time, or ineligibility to take 
assessment due to unapproved absence from lectures shall be assigned an F 
with 0 marks in the calculation of the year average mark. 

  

 
 
 
*   This is the grading system which is used at the University of Malta as per Education Act (CAP. 327).  This 
may vary depending on the organisation of the course. 
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Appendix 21 
 
T&D/W 112: Issuing of Certificate – Work Instructions 
 
▪ There are two types of certificates: 
 

1. Qualifying Certificate (T&D/F 112): this type of certificate is awarded to those participants who 
follow a course and pass the required assessment or examination. 

2. Attendance Certificate (T&D/F 113):  this certificate is given to participants who follow a course 
that does not require an assessment or examination and to those participants who follow a 
course that requires an assessment or examination but fail to pass the required method of 
assessment. 

 
▪ Certificates may include the following, as a minimum: 

1. Logos of WSC & IWT 
2. Type of certificate (whether qualifying or attendance) 
3. Name of participant 
4. Course title 
5. Date of the course 
6. Registration number 
7. Signatures as applicable. 

 
▪ A transcript is issued with the qualifying certificate. 
 
▪ Certificates are issued to the participants only once on termination of the course.  Confirmation of 

certification may be issued on request by the individual and the T&D Section. 
 
▪ A letter of attendance is issued to participants who attend courses of less than seven (7) hour duration. 
 
▪ Full records of certificates are kept in the Certificate Register. Such register should include: 

 Course title 
 Date of issue of the certificate 
 Name of participants and I.D. Number 
 Registration number 
 Signatory 

 
 
 
Abbreviations 
   
WSC Water Services Corporation 
IWT Institute of Water Technology 
T&D Training and Development 
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Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 65 of 101 Date of Issue: August 2021 

 

 

 

 

Appendix 23 

 
 
 
 
 



Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 66 of 101 Date of Issue: August 2021 

 

 

 

 

 
Appendix 24 

 

 
 



Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 67 of 101 Date of Issue: August 2021 

 

 

 

 

Appendix 25 
 

 
 



Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 68 of 101 Date of Issue: August 2021 

 

 

 

 

Appendix 26 
 

 

Water Services Corporation 
Triq Ħal Qormi, Ħal Luqa LQA 9043 Malta 

+356 2244 5566        

customercare@wsc.com.mt    

wsc.com.mt 
 
Course Code: __________ 

 

Course Title 
 

REGISTRATION FORM 
 

Name:  

Address:  

  

  

Telephone:  

 
 
Date of Birth: 

Day Month Year   
I.D. No: 

 

 
Present Grade:  

 
Unit:   Section:  

 
Signature:        Date:  

    

 
For Official Use Only 
 

No of Sessions:  Checked:  Certificate No:  

 
 

Course Secretary:   Date:  

 
 
 
 
 

T&D/F 106/5 1x1 12/20     

  

 
ISO 14001 applies only to WSC Main Office 

Ta’ Kandja P.S. and Pembroke R.O.   
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Appendix 27 

 

 

Water Services Corporation 
Triq Ħal Qormi, Ħal Luqa LQA 9043 Malta 

+356 2244 5566        

customercare@wsc.com.mt    

wsc.com.mt 
 
Course Code:  

 

Course Title 
 

 

ATTENDANCE SHEET 
 
 

Session No: (Date)  Group No:  

 
 

               

NAME SIGNATURE 

  

  

  

  

  

  

  

  

 
 

 
 
 
 

T&D/F 107/5 1x1 12/20     

 

 
ISO 14001 applies only to WSC Main Office 

Ta’ Kandja P.S. and Pembroke R.O.   
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Appendix 28 
 

Water Services Corporation 
 

COURSE EVALUATION 
 

 

Course Title:     Programme:  

Course Code:     Date:  

     

 
Jekk joġgħbok imla dan il-kwestjonarju. 
 

1.  Naqbel ħafna  3.  Mhux ċert 5.  Ma naqbel xejn 
2.  Naqbel 4.  Ma naqbilx  

 
 
 STATEMENT 1 2 3 4 5 

  Naqbel  
ħafna 

Naqbel Mhux 
ċert 

Ma 
Naqbilx 

Ma 
Naqbel 

Xejn 

1 Il-kors kien fih tagħrif ġdid.      

2 It-tagħrif li ngħatajt fil-kors igħini biex nagħmel 
ix-xogħol tiegħi aħjar. 

     

3 Il-kors sibtu nteressanti u stajt nifhem sewwa.      

4 Il-kors kien ippreparat tajjeb.      

5 Kelli ċans nagħti l-idejat tiegħi fuq is-suġġett.      

6 Stajt nieħu sehem attiv fil-kors.      

7 Il-‘handouts’ stajt nifhimhom u sibthom ta’ 
nteress. 

     

8 It-tul tal-kors kien tajjeb.      

9 Min mexxa l-kors kien lest li jismagħni u jifhimni.      

10 Waqt il-kors ħassejtni li ġejt milquh.      

 

Kummenti: 

 

 

 

 

 
T&D/F 108/6 1x1 12/20 
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Appendix 29 
 

 

Water Services Corporation 
Triq Ħal Qormi, Ħal Luqa LQA 9043 Malta 

+356 2244 5566        

customercare@wsc.com.mt    

wsc.com.mt 
 

Appeal Form 
 

NAME:  

DATE:  

COURSE:  

APPEAL: 

 
 

 
REASON FOR APPEAL: 
 
 
 
 
 
 

For Official Use: 
 

 

 

 

 

 

 

 
 

 
 
 
 
 T&D F 109/4  1x1  12/20     

 

 
ISO 14001 applies only to WSC Main Office 

Ta’ Kandja P.S. and Pembroke R.O.   
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Appendix 30 
 

Water Services Corporation 
 

COURSE EVALUATION 
 
                 

Course Title:   Programme:  

Course Code:     Date:  

Module:   Group:  

     

 

Answer the questions by putting a   in the box that best describes your evaluation of the course 

 and by giving the most complete written answer. 

 

Course Content 
Strongly 

Agree 
 Agree                       Uncertain Disagree 

Strongly        
Disagree 

The issues presented in this course were timely 
and well-researched. 

     

The course objectives were clearly shown at the 
beginning and were met throughout the course. 

     

The information was useful and interesting.      

The course was well-organised.      

The visual aids (including hand-outs) were 
appropriate and up-to-date. 

     

The discussion sessions were relevant and 
everyone was involved. 

     

The discussions were easy to follow.      

Participation was encouraged.      

The requirements of individuals and the group 
were taken into consideration. 

     

Enough time was devoted to this course.      

 
 

 
 

 

 
T&D/F 118/2 2x1  12/20 
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1.  What did you like most about this course and why? 
 
 

 

 

 

 

 
 
2.  What did you like least about this course and why? 
 

 

 

 

 

 
3.  What additions/modifications would you recommend? 
 
 

 

 

 

 

 
 
Additional comments: 
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Appendix 31 
 

Water Services Corporation 
 

Evaluating Effectiveness of In-House Course/Training 
 

 

Date: 
 
Dear 
 
Title of the course 
 
This is to inform you that the employees in the list below have successfully completed a 
course/training as per title above.  
 
The aim of this course/training was: insert aim of the course. 
 
 
In order to evaluate the effectiveness of the training, it would be appreciated if you could send 
your comments on the performance of each employee such as: 
▪ New knowledge gained from the course/training, 
▪ Change in participant’s behaviour after the course/training, 
▪ Improved quality in participant’s work. 
 
If feedback is not received from your end, the outcome and results of the training would be 
considered satisfactory to you. 
 

ID No: Name 

  

  

 
 
 
Regards, 
 
 
 
 
______________________________ 
Training Personnel 
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Appendix 32 
 
CPI 024: Sexual Harassment Policy 
 
1.0 Introduction 
 
This document defines what the Management of the Water Services Corporation ("the Corporation") 
perceives as sexual harassment and stipulates the procedures that shall be adopted in cases of allegations 
of sexual harassment at work. This policy binds all the employees of the Water Services Corporation as well 
as those present within company premises including service providers and clients, as well as company staff 
off premises but on duty. 
 
2.0 Declaration of Principles 
 
The Water Services Corporation is committed to providing a safe environment for all its employees, free 
from discrimination on any ground and from harassment at work including, sexual harassment. The 
Management of the Water Services Corporation believes that preventing sexual harassment is part of good 
management. The victim of sexual harassment may experience emotional stress, anger, fear, loss of 
appetite/sleep, physical stress, and/or a negative change in job performance. On the other hand, the 
organization may be negatively affected in terms of morale amongst employees, higher rate of 
absenteeism, job turnover and low job performance. Through this Sexual Harassment Policy, the Water 
Services Corporation wants to ensure that all its employees are treated with respect and dignity, and to 
provide the necessary tools to facilitate management's responsibility to prevent and correct identified 
offensive behaviour. 
 
2.2 The Water Services Corporation believes that sexual harassment is an intolerable violation of the dignity 
of workers and that it may have negative effects on the work environment and the general well-being of 
staff and/or clients and is therefore committed to create a climate at work in which women and men 
respect each other. Employees are to keep in mind that Sexual Harassment is unlawful as per the 
Employment and Industrial Relations Acti and Equality for Men and Women Act2, constituting both a civil 
and criminal offence. The Corporation will operate a zero tolerance policy for any form of sexual harassment 
in the workplace, shall treat all incidents seriously and promptly investigate all allegations of sexual 
harassment. On the basis of this understanding, harassment is not tolerated during work, work-related 
functions such as conferences or at social gatherings, including activities organised after work. 
 
2.3 Management and all employees in general are duty bound to safeguard and uphold the precepts 
articulated in this policy document. It is important to underline that non-compliance with this policy is 
regarded as an offence which carries liability to disciplinary and/or criminal proceedings. 
 
 
 
 
 
 
 
 
 
 
I Chapter 452 of the laws of Malta 
2 Chapter 456 of the Laws of Malta 
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3.0 Aims 
 
3.1 This policy is aimed at: 
▪ Securing the dignity and personal development of all members of staff within the Water Services 

Corporation, 
▪ Informing and educating both management and employees on the type of behaviour that is acceptable 

or unacceptable at the place of work, 
▪ Providing redress to the victims of sexual harassment at the place of work. No employee should fear 

that he/she will be victimized for bringing a complaint of sexual harassment. All sexual harassment 
claims will be treated seriously, confidentially, and all the necessary action will be taken to deal with 
the claim, 

▪ Building a pro-active work environment that prevents the occurrence of sexual harassment 
at the place of work. 

 
4.0 Definition of Terms 
 

Sexual harassment is unwelcome behaviour of a sexual nature or other sex-based conduct affecting the 
dignity of women and/or men at the workplace. Male and female employees may not always realize that 
their behaviour constitutes sexual harassment. They must recognize that what is acceptable to one person 
may not be acceptable to another. Sexual harassment takes many forms, from relatively mild sexual 
comments to actual physical violence. The following may be considered as a broad classification system in 
this regard: 
▪ Physical conduct of a sexual nature: commonly regarded as meaning unwanted physical conduct 

ranging from unnecessary touching, patting or pinching or brushing against another employee's body 
to assault and coercing sexual behaviour at the place of work. Recourse to such coercive conduct could 
lead to the institution of criminal charges. 

▪ Verbal conduct of a sexual nature: this may include unwelcome sexual advances, propositions or 
pressure for sexual activity; continued suggestions for social activity outside the workplace after it has 
been made clear that such suggestions are unwelcome; offensive flirtations, suggestive remarks, 
insensitive jokes, innuendoes or lewd/obscene comments. 

▪ Non-verbal conduct of a sexual nature refers to the display of pornographic or sexually suggestive 
pictures, objects or written materials, and making sexually suggestive gestures. 

▪ Sex-based conduct refers to conduct that denigrates or ridicules or is intimidatory or physically abusive 
of an employee's gender, such as derogatory or degrading abuse or insults that are gender related and 
offensive comments about appearance or dress. Such conduct can create an offensive working 
environment for the recipient. 

▪ Sexual blackmail (Abuse of authority) refers to conduct where an employee's refusal or submission to 
unwanted sexual behaviour is used as a basis for decision which affects that employee's access to 
employment, continued employment, training, salary, and promotion opportunities. This form of 
behaviour involves abuse of authority as only somebody holding direct or indirect (that is capable of 
influencing) supervisory or managerial authority has the power to threaten or actually take an 
employment decision affecting the person harassed. 

 
The above list in not an exhaustive list and should not be considered as such. 
 
What does not Constitute Sexual Harassment? 
 
Sexual harassment is not sexual interaction, flirtation, attraction or friendship which is invited, mutual, 
consensual or reciprocated. For sexual harassment to arise, the sexual conduct in question must be 
unwelcome. 
 

5.0 Procedures 
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5.1 Objectives 
 
▪ These procedures are intended to make explicit to both Management and staff how sexual harassment 

cases are to be tackled. 
▪ The procedural framework identified herein ensures that sexual harassment cases are dealt with fairly, 

consistently, constructively and speedily. All cases will also be dealt with utmost confidentiality. 
▪ These procedures reflect the current standards of good practice and follow the basis precepts of natural 

justice, namely: 
 The alleged harasser should be informed of the nature of the accusation against him/her; 
 The alleged harasser will be given the opportunity to state his/her case prior to the undertaking of 

any disciplinary action. 
 Those presiding over both investigative and disciplinary hearings will act in good faith prior to 

reaching any decisions, in accordance with the principles of natural justice. 
 
5.2 The primary purpose of this procedural framework is to deal with cases of sexual harassment in a 
constructive manner by providing employees the possibility of improving their conduct. These procedures 
aim to achieve this by dealing with minor breaches of code of conduct informally (where the complainant 
agrees). 
 
5.3 The Corporation should identify and appoint a male and a female contact point within the same 
organisation, who have a predisposition for supporting individuals, to act as advisers to the individuals 
experiencing sexual harassment. These contact points should be one of the options which staff who are 
experiencing sexual harassment should have as a way of seeking recourse. It is not mandatory for staff to 
be in contact with these appointed persons when experiencing sexual harassment. These contact points 
will have the necessary training in sexual harassment law and procedures to be able to offer the possible 
recourses of action as well as support the individual who is experiencing sexual harassment. 

 
6.0 Procedure for dealing with Sexual Harassment 
 

6.1 Informal Approach 
 

6.1.1 An alleged victim has the option of taking informal action by approaching the alleged harasser and 
trying to resolve issues without resorting to the submission of a formal complaint to their Superior/Director. 
Some people may not be aware that their behaviour is offensive and an informal discussion can lead to a 
better understanding and agreement that such behaviour has to stop. In some cases, it may be possible 
and sufficient for him/her to explain clearly to the person(s) engaged in the unwanted activities that the 
behaviour is unwelcome, that it offends or makes him/her uncomfortable. 

▪ If at the initial informal discussion stage, the circumstances are too difficult or embarrassing to 
approach the harasser alone, the alleged victim may wish to be accompanied by a colleague or a 
Superior, 

▪ the complainant should keep a record of any incidents, detailing when, where, what occurred, and 
witnesses (if any),  

▪ in some cases, it is not possible or not appropriate to address the issue informally. The Corporation 
emphasises therefore that staff are not required to approach the harasser in an attempt to resolve the 
problem informally and are entitled to report the matter immediately if they so wish. 

 
When a complaint is dealt with informally, there is no specified time limit for resolving the issue. 
Furthermore, no formal written records are filed at this stage with the Human Resources Department 
("HR"). However, each person involved should keep documentation of discussions, outcomes, and actions 
taken, if any. If the matter is resolved through the informal process, no further action is required. However, 
if no solution is reached through the process, the employee may voluntarily opt to file a formal complaint. 
 



Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 78 of 101 Date of Issue: August 2021 

 

 

 

 

6.2 Formal Approach 
 
6.2.1 Alleged victims of sexual harassment may lodge a formal complaint, either without first resorting to 
an informal procedure, as mentioned in the preceding section, or if the informal approach has not yielded 
a successful outcome. A formal complaint shall be lodged within a week of the alleged offence. The 
concerned employee is advised to seek assistance from the respective head of section/Director when 
lodging the complaint. If the latter is somehow implicated in the allegations made by the complainant, the 
complainant should report the incident to another officer holding a senior grade within or outside the 
complainant's section. Alternatively, the matter may be raised with the Executive Director, HR or another 
manager of the same sex (if requested) as the complainant. 

 
6.2.2 The complaint should be made in writing and where possible state:  

▪ the name of the person making the complaint  

▪ the name of the alleged harasser, 

▪ the nature of the alleged offence,  

▪ date/s and time/s when the harassment occurred,  

▪ the place where the alleged offence occurred,  

▪ names of witnesses to the alleged incident,  

▪ any action taken by the complainant to stop the harassment,  

▪ whether the incident was reported to management 
 

6.2.3 The complaint should be signed by the complainant and should be sent under confidential cover, to 
the Director responsible for the alleged harasser. When the alleged harasser is the alleged victim's 
Director/Superior, the complaint should be addressed to the next higher authority. 
 

7.0 Preliminary Investigation 
 

7.1 Upon receipt of the complaint, the Director/Superior shall conduct a preliminary investigation, promptly 
and objectively, to determine if the matter falls under the scope of this policy and if a formal investigation 
is the appropriate tool with which to address the complaint. The Director/Superior shall keep a copy of the 
formal complaint in a confidential file. 
 
7.2 The complainant must be assured that he/she will not be discriminated against or victimised for raising 
the complaint. Confidentiality will be observed throughout and the need for any disclosure of the details of 
the case will be discussed and agreed. 
 
7.3 The complainant will not be penalised in any manner for raising a complaint, even if it is not upheld, 
unless the complaint was both untrue and made in bad faith. This should also apply to witnesses or other 
persons who are in some way supporting the complainant. 
 
7.4 If the complainant, and/or the alleged harasser are victimized by other colleagues because of their 
actual or alleged behaviour, the latter are liable to disciplinary action. 
 
7.5 The Director/Superior should consider all circumstances before reaching a conclusion. It is important to 
follow a fair procedure and that both complainant and the alleged harasser are treated fairly. In this regard, 
the alleged harasser should immediately be provided with a copy of the written complaint by HR and be 
given ten (10) working days to respond to the complaint and the alleged allegations made against him/her. 
 
7.6 If the alleged harasser admits, no investigations will be carried out and disciplinary action shall be taken 
accordingly. Furthermore, the Director/Superior, may, after considering the reply of the alleged harasser, 
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decide not to proceed with the preliminary investigation in cases where the allegations do not constitute 
harassment as defined in this policy. 
 
7.7 In cases where the Director/Superior decides not to proceed with an investigation process, the decision, 
together with a justified reason, should be communicated to the complainant and the alleged harasser in 
writing. The complainant shall have ten (10) working days, commencing from the date of receipt, to appeal 
in writing to the Chief Executive Officer. After consulting the parties concerned, the Chief Executive Officer 
shall come to a decision as to whether a preliminary investigation is to be carried out or otherwise 
 
7.8 Where the alleged harasser denies the allegations in writing or fails to reply within the stipulated ten 
(10) working days, the Director/Superior shall, in conjunction with the HR department, inform the Chief 
Executive Officer. A Preliminary Investigation Board shall be appointed by the Chief Executive Officer to 
investigate the case within three (3) working days from receipt of the above information. 
 
7.9 The Chief Executive Officer is to nominate at least (3) three officers, one being the Director or Superior 
as Chairperson, to sit on the Board. The Chief Executive Officer may also appoint specialist persons such as 
a psychologist as members of the investigating board. It is recommended that where possible, the 
constitution of the Board will reflect equal gender representation. All persons involved in the investigation 
are expected to maintain and ensure confidentiality at all times. 

▪ Board members cannot be direct colleagues of the alleged victim or harasser nor relatives (up to the 
3rd degree). 

▪ The composition of the Board should be immediately communicated to the alleged harasser and the 
complainant by HR in writing. Should the alleged victim and/or harasser request a change in the 
composition of the Board, this should include a justifiable reason. 

▪ Given the sensitivity of sexual harassment cases, Board members should ensure an efficient and 
expedient investigating process. The Investigating Board must initiate its work within five working days 
of appointment. 

▪ Such preliminary investigation shall be held without prejudice to any legal redress/criminal action that 
may be instituted against the alleged harasser. 

 
 

8.0 Proceedings of Preliminary Investigation 
 
8.1 Both the complainant and the alleged harasser shall have the right to be assisted by a person of their 
choice at the preliminary investigation. 
 
8.2 The complainant shall be given the opportunity to explain the alleged incident/s fully. On the same lines, 
the alleged harasser shall be given the opportunity to defend himself /herself during the preliminary 
investigation. 
 
8.3 Witnesses are encouraged to appear at the preliminary investigation if requested by either party or the 
Board. It is acknowledged that certain witnesses may be reluctant to do so. In these circumstances, the 
person/s conducting the preliminary investigation will, if necessary, adjourn the hearing to ask 
supplementary questions to the witnesses in private, not in the presence of the alleged harasser and/or 
the alleged victim, but in the presence of their representatives. 
 
8.4 Witnesses are to be assured that victimisation, as a result of evidence provided, will not be permitted. 
A serious approach will be taken on attempts by any of the parties in the case, to influence witnesses. 
 
8.5 Copies of statements made by witnesses shall be made available to both parties, who shall both be 
given the opportunity to ask questions during a hearing of the preliminary investigation. 
 



Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 80 of 101 Date of Issue: August 2021 

 

 

 

 

8.6 Any legal issues during the preliminary investigation are to be interpreted by a lawyer and not be 
generalist staff. 
 
8.7 The preliminary investigation shall be concluded by not later than fifteen (15) days from the date of 
receipt of a reply or from when alleged harasser should have filed a reply. On the conclusion of the 
preliminary investigation, the Board shall send, under confidential cover to the complainant and to the 
alleged harasser, a copy of the report showing the outcome of the investigation and indicating any further 
action being contemplated. A copy of such report shall also be sent to the Chief Executive Officer. 
 
8.8 If both parties are employed in the same department/directorate and there are justifiable reasons to 
separate the parties concerned, the Director/Superior concerned may consider a temporary transfer of 
either party for the duration of the investigation proceedings, or a permanent transfer where the case 
appears to involve serious misconduct. 
 
8.9 The course of action delineated above does not override the right of the complainant or the alleged 
party to take recourse to legal action. 
 
8.10 In cases of sexual harassment, the National Commission for the Promotion of Equality (NCPE) may be 
contacted for help and assistance as per details below. NCPE is also empowered by Cap 496 to receive and 
investigate complaints of discrimination. 
 
Gattard House, National Road, 
Blata I-Bajda HMR9010 
Tel: +356 2590 3850 
Fax: +356 2590 3851 
Web: www.equality.gov.mt 
 
9.0 Following the Preliminary Investigation 
 

9.1 Proven Cases 
 
9.1.1 Where the Board concludes that there is a reasonable indication that sexual harassment has taken 
place, and the Director, in liaison with the Chief Executive Officer, considers that the alleged offence: 
(a) is an offence under the PSC Disciplinary Regulations which does not constitute a criminal offence, the 

Director/Head of Department shall initiate disciplinary proceedings against the alleged harasser/bully, 
in terms of PSC Disciplinary Regulations, 2017, within the time-frames laid down in such Regulations. 
In such a case, the charge shall be classified as a serious offence, which may potentially lead to 
dismissal;  

(b) is clearly and unambiguously a criminal offence, the Director/Head of Department shall immediately 
report the alleged offence to the police to be investigated under criminal law; 

(c) If, however, the Director/Head of Department is in doubt whether the alleged offence is a disciplinary 
offence or a criminal offence, the Director/Head of Department shall consult the Attorney General for 
advice, as provided in Regulation 13 (1) of the PSC Disciplinary Regulations, 2017. 

 
9.1.2 In proven cases, all documents are to be retained in accordance with the Public Service HR Retention 
Policy which was adopted in compliance with the Data Protection Act for retention of papers in disciplinary 
/ criminal cases. 
 
9.2 Non-Proven Cases 
 
9.2.1 If from the preliminary investigation it results that the case is not proven, all documents related to 
the case held in the disciplinary file shall be disposed of, in accordance with the Public Service HR Retention 
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Policy concerning disciplinary cases. In light of the potential initiation of proceedings at a later stage, all 
documents concerning the preliminary investigation should be retained up to Page 29 P&SD Employee 
Wellbeing: A Harassment & Bullying Free Workplace the period prescribed by the Laws of Malta. In all cases 
documents should be handled according to the Data Protection — Human Resources Corporate Procedures 
for disciplinary cases. 9.2.2 Employees, who unjustly accuse colleagues or raise malicious or frivolous 
complaints, will themselves become liable to disciplinary / criminal proceedings. 
 
9.2.3 Appeals on Disciplinary cases related to harassment may be submitted in accordance with the PSC 
Disciplinary Regulations, 2017 as the case may be. 
 
10.0 Victimisation 
 
"It shall not be lawful to victimise any person for having made a complaint to the lawful authorities or for 
having initiated or participated in proceedings for redress on grounds of alleged breach of the provisions of 
this Act, or for having disclosed information, confidential or otherwise, to a designated public regulating 
body, regarding alleged illegal or corrupt activities being committed by his employer or by persons acting 
in the employer's name and interests." 
 

(Ref: Industrial & Employment relations Act Cap 452 para 28). 
 

11.0 Application 
 
11.1 These procedures apply to sexual harassment cases experienced by the employees of this 
organization as well as those present within company premises including service providers and clients, any 
students and trainees placed within this organization, as well as company staff off premises but on duty. 
 

12.0 Advice and Assistance 
 
12.1 All employees will be informed of this organisation's sexual harassment policy through formal and 
informal training programmes, where the key constructs of this policy will be outlined and disseminated. 
Also, the legal mechanism relating to sexual harassment will be explained, and the employees will be 
informed about where to seek assistance outside the organization should they feel that they will be better 
safeguarded that way (as outline in section 7 of this policy). 
 
12.2 The employees will be further informed about the possibility of seeking assistance from the relative 
trade union/employee representative. 

 
12.3 These training initiatives will stress that complaints related to sexual harassment will be treated very 
seriously. All employees of this organization are entitled to adequate, regular, and ongoing training on the 
prevention of sexual harassment at work to ensure that this policy is adhered to at all times. 
 

13.0 Responsibilities of Managers 
 

13.1 Every manager has an obligation to prevent sexual harassment and to take immediate action once it 
has been identified, whether or not a complaint has been made. 
 
13.2 Allegations of harassment, received either informally or formally through the Grievance Procedure, 
must be dealt with promptly and sensitively. 
 
13.3 It is important that managers recognise that sexual harassment is any sexual advance unwelcome by 
the recipient or behaviour which causes offence to the recipient. Managers must therefore take care to 
ensure that they do not pre-judge situations based on their own sexual attitudes and perceptions. 
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13.4 It may not always be appropriate for a line manager to be involved with specific complaints. The 
company's procedure sets out the alternatives for such instances. 
 
Line managers should also be made responsible to take preventive action, such as ensuring that all 
employees are duly notified with this policy, in order to mitigate potential employer responsibility. 
 
14.0 Responsibilities of All Employees 
 
14.1 Every employee has a personal responsibility not to sexually harass other members of staff. And other 
persons who are present at the workplace including clients and service providers as well as company staff 
off premises but on duty. 
 
14.2 An employee who becomes aware of any sexual harassment occurring should bring the matter to the 
attention of his/her manager. 
 
15.0 Disciplinary Measures in Sexual Harassment Cases 
 
15.1 It is important to note that proven sexual harassment by staff constitutes gross misconduct which 
could lead to dismissal. 

▪ If an alleged case of harassment by staff is actually proved, the following sanctions may be imposed 
according to the severity of the case:  

 Written reprimand o Suspension without pay  
 Downgrading o Dismissal 

▪ Where a lesser penalty is appropriate (such as a written warning), this will be administered in tandem 
with the necessary action to ensure that the victim is able to work without undue embarrassment or 
anxiety. 

▪ Appeals against the above penalties and/or conclusions delineated in the Investigating Board's report 
may be undertaken in accordance with the stipulated Disciplinary Procedure 

▪ Where it is found that the allegations of sexual harassment made by employees are untrue, every effort 
will be made to facilitate the resumption of duties by the falsely accused employee. Any employee 
unjustly accusing colleagues or lodging malicious and/or complaints will himself/herself be liable to 
dismissal and/or other disciplinary action as indicated above. 
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Appendix 33 
 
CPI 025: Equality Policy 
 
The Water Services Corporation is committed to equal opportunity in employment for all staff and 
applicants for employment. 
 
This organization thus seeks to achieve an ability-based workforce which is in line with the diverse working 
population and to ensure that no applicant or employee receives less favourable treatment, and that where 
possible, they are also given the help they need to attain their full potential to the benefit of the 
organization and their own personal benefit. 
 
We believe that applicants for employment and all persons who work for the Water Services Corporation 
should be treated with fairness and respect in the workplace and not be subjected to conduct that is 
unlawful under equal opportunity and anti-discrimination laws. 
 
It is against Maltese law to discriminate against employees, or anyone who applies for a job, on the grounds 
of sex, and family responsibilities, age, sexual orientation, race/ethnic origin, religion/ belief and gender 
identity, gender expression and sex characteristics (Cap. 456 Equality for Men and Women Act). 
Discrimination is also prohibited in the provision of goods and services (LN85/2007 and LN181/20018). 
 
The Water Services Corporation will not tolerate discrimination against staff or applicants for employment 
in any circumstances. 
 
The Corporation is also committed to respecting equality principles in the provision of goods and services. 
Anyone found to have breached this policy will be subject to appropriate disciplinary action. Discriminatory 
conduct may also result in legal proceedings under relevant anti-discrimination legislation. 
 
Application of Policy 
 
This policy applies to everyone who works at the Water Services Corporation including partners, 
consultants, professional and para-professional staff, managers, temporary workers, contract workers, full-
time, part-time and casual work ers, and anyone applying for a position with the Corporation. lt also applies 
to those with whom the Corporation works, including clients, and those who undertake work for the 
Corporation, including contractors and their employees. 
 
This policy covers all aspects of employment including access to interviews, job offers, recruitment, 
advertising, job descriptions and specifications, terms and conditions of employment, access to promotion, 
training and transfer opportunities, access to benefits relating to employment, dismissal, retrenchment and 
compulsory retirement. 
 
What is discrimination? 
 
Discrimination is the unjust or prejudicial treatment of different categories of people, especially on the 
grounds of race, sex, age, sexual orientation and religion/ beliefs. 
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Discrimination may take the following forms: 
 
Direct discrimination 
 
Direct discrimination: where one person is treated less favourably than another is, has been or would be 
treated in a comparable situation. For example, not hiring someone because they belong to a particular sex 
would be direct discrimination. 
 
Indirect discrimination 
 
Indirect discrimination: where an apparently neutral provision, criterion or practice would put persons at a 
particular disadvantage compared with other persons unless that provision, criterion or practice is 
objectively justified by a legitimate aim, and the means of achieving that aim are appropriate and 
necessary. For example, offering training opportunities exclusively outside office hours may constitute 
indirect discrimination since persons with family responsibilities would probably not be able to attend. 
 
Vacancy advertising 
 
Steps will be taken to ensure that knowledge of vacancies reaches underrepresented groups internally and 
externally. 
 
All vacancy advertisements will include an appropriate short statement on equal opportunity. All vacancy 
advertisement will have gender neutral job titles and wording, any images, photos and logs used will also 
be non-discriminatory, as prescribed by law. 
 
Selection and Recruitment 
 
Selection criteria (job description and employee specification) will be kept under constant review to ensure 
that they are non-discriminatory and essential for the effective performance of the job. 
 
Wherever possible, more than one person must be involved in the selection interview and recruitment 
process, and all should have received training in equal opportunities. 
 
Wherever possible, members of selection boards, interview committees and any other committee which 
needs to be formed will have a representation of both women and men. 
 
The selection criteria will be transparent and reasons for the eventual selection and rejection of applicants 
for vacancies must be recorded, ensuring that there was no discrimination throughout the process. 
 
Positive action — Training, Promotion and Conditions of Service 
 
Members of the under-represented target groups will be encouraged to apply for training and employment 
opportunities with the organization. 
 
Wherever necessary, use will be made of lawful exemptions to recruit suitably qualified people to cater for 
the special needs of the under-represented groups. 
 
Wherever possible, efforts will be made to identify and remove unnecessary/ unjustifiable barriers and 
provide appropriate facilities and conditions of service to meet the special needs of the members of the 
underrepresented groups. 
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Training regarding equality should be organized for and attended by members of staff as well as 
management, when possible or when the need arises. 
 
Monitoring and review 
 
The organization will monitor the implementation of this policy on a regular basis to determine its 
effectiveness. 
 
For such purposes only, the organization shall keep a record of all employees' and job applicants' personal 
details, in accordance with the general principle of data protection. 

 
Such records will be analysed regularly, and appropriate follow-up action will be taken. 
 
Victimization 
 
It is against this policy to victimize or threaten to victimize someone (treat unfairly) because they have: 
▪ Verbalised that they should not discriminated against, 
▪ Made a complaint about discrimination at work, 
▪ Sent a complaint about discrimination to an external body, such the National Commission for the 

Promotion of Equality, 
▪ Given advice or information about discrimination to someone else or acted as a witness for someone 

who has been discriminated against. 
 
Victimization can include actual or threatened demotion, dismissal, transfer, suspension, loss of a benefit 
or loss of the right to enjoyment of employment. 
 
The Water Services Corporation will not tolerate victimization in any circumstances. Anyone found to have 
engaged in victimization will be subject to appropriate disciplinary action. Victimization can also result in 
legal proceedings under relevant anti-discrimination legislation. 
 
Responsibilities of Management and Staff 
 
The Water Services Corporation has a responsibility to prevent unlawful discrimination. 
 
All managers and superiors have a responsibility imposed by law to prevent unlawful discrimination within 
their teams. If you are a manager, or in a superior position, you must: 
▪ Monitor the working environment to ensure acceptable standards of conduct are observed at all times, 
▪ Be a good role model and not engage in behaviour that could be interpreted as discrimination, 
▪ Ensure that the people you supervise understand this policy, 
▪ Promote the firm's equal opportunity policy within your work area, 
▪ Make it clear that you will not tolerate any behaviour which could be in breach of this policy, 
▪ Act immediately if you witness or are told about any conduct that may be in breach of this policy, 
▪ Offer support to anyone who is being discriminated against and let them know where they can get help 

and advice. 
▪ Maintain confidentiality when you are involved in a case that does occur. 
 
All employees have a responsibility to: 
▪ Comply with the firm's equal opportunity policy, 
▪ Offer support to anyone who is being discriminated against and let them know where they can get help 

and advice, 
▪ Maintain complete confidentiality if they provide information during the investigation of a complaint, 
▪ Collaborate as a witness if they have been involved in any conceivable manner. 
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Disciplinary and Grievance Procedures 
 
The Water Services Corporation will regard as misconduct any act of unlawful discrimination or 
victimization. 
 
This organization will treat seriously and confidentially grievances and complaints made by employees in 
relation to discrimination or victimization and in accordance with the organization 's Grievance Handling 
Procedure 
 
Grievances and complaints about discrimination or victimization may be communicated confidentially and 
without prejudice to one's immediate head/ supervisor, the Manager - Human Resources and the Chief 
Executive Officer. 
 
All employees may also contact the National Commission for the Promotion of Equality, or the Department 
of Employment and Industrial Relations. 
 
National Commission for the Promotion of Equality (NCPE) 
Gattard House,  
National Road, 
Blata I-Bajda I-IMR 9010 
Tel No: 2590/3850  
Fax No: 2590/3851  
E-mail: equality@gov.mt www.equality.gov.mt 
 
Communicating the Policy 
 
This policy is endorsed and sponsored by the Board of Directors of the Water Services Corporation. The 
policy is explained to all employees as part of induction and they are required to sign their copy of the 
policy to indicate their understanding and acceptance. 
 
At least once a year the policy will be circulated, electronically or as a printed document, to all employees 
of the firm to reinforce The Water Services Corporation commitment to upholding it. 
 
Staff are also to be aware that there is another policy dealing with Sexual Harassment (CPI 024), Harassment 
and Bullying. 
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Appendix 34 
 

T&D/P 001: Process for Conducting Training Needs Analysis 
 
Purpose 
 
The purpose of this process is to provide a means for identifying the training requirements through the 
Skills Matrix submitted by the Directorates/Sections of the Corporation.  
 
 
Scope 
 
It will enable heads of sections and managers to observe the performance of the employees and evaluate 
if they need training or not. This will also enable them to know the strengths and deficiencies of the 
employees which will help in the design of the training so that employees can reach their targets and attain 
the Directorate and Corporate objectives. 
 
 
Definition 
 
Training needs analysis is the process of identifying the training and development needs of employees 
while considering the strategic objectives of the organization. 
 
 
Responsibility 
 
The Chief Officers/Managers/Operations Managers are responsible for identifying the training needs of the 
employees in the respective Directorate and Sections under their responsibility by filling in the skills matrix 
(Appendix 34A). In the event of unforeseen training needs Chief Officers/Managers/OMs are to fill in T&D/F 
116 – Request for Course. 
 
The Training and Development Section is responsible for identifying training needs and originating training 
programmes on topics of general corporate interest. 
 
It is the role of the Training and Development Section to design the courses in conjunction with the 
Directorate/Section requesting training, and to co-ordinate the training as explained in T&D/P 101 - Design 
& Development of Training Courses Process 
 
 
Frequency of Conducting TNA 
 
A Training Needs Analysis is generally conducted through the Skills Matrix which are submitted at the 
Training and Development Section as part of the Capacity Building of the Corporation’s Strategic Planning 
to help maximize the human resources and operational needs. This may vary to reflect Directorate and 
Sections exigencies and practical scheduling of training to meet identified training requirements. 
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Skills Matrix 
 
As part of the resource planning process, Chief Officers, Managers and Operations Managers must identify: 

▪ the objectives of the Directorate and Sections under their responsibility, 
▪ new technologies or methodologies, 
▪ the tasks and skills needed to do the jobs, 
▪ the people needed to carry out the jobs. 
 
However, not all the employees identified to do the job would necessarily have all the skills required. A 
simple method for identifying these requirements is using a skills matrix which, in effect, is a matrix of the 
employees in a section performing a particular job against the skills required for the job. The layout of such 
a skills matrix is shown in Appendix A, and a template is available through the MARS Server. Details on how 
to construct such a matrix and its use are also included in T&D/W 001 – Construction and Use of Skills 
Matrix. 
 
An analysis of the capabilities of each individual employee against what is required of the individual to 
perform satisfactorily in the job would thus lead to identify any gaps, hence training needs. In practice, the 
Executive Director/Manager/Operations Manager can use the same skills matrix to indicate in what areas 
an individual is competent and in what areas the individual needs training by entering 1 or 2 in the 
respective skills column in line with the individual’s name. 
 
 
Reporting 
 
For TNA reporting purposes, the same skills matrix referred to above is to be used to indicate the list of 
individuals who require training and the areas in which the training is required. This would thus lead to the 
formulation of a training plan which would be produced following discussions between the respective 
Executive Director/ Manager/Operations Manager and the Training and Development Section. 
 
 
Process 
 
An overview of the above process for conducting Training Needs Analysis is shown in the flowchart in 
Appendix 34B. 
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Appendix 34A 
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Appendix 34B 
 

 

 

Skills Matrix

Job Requirements
(Skills & Human Resources)

Job 
Description /
Directorate 
Objectives

T&D/F 001
Appendix A

Analysis of employees  
competances against job 

requirements

Indicate areas where 
employee is competent by 

entering 1 or needs training by 
entering 2

Compile List of Courses 
needed and List of Employees 

who need the training

Proceed to formulate Training 
Program
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Appendix 35 
 
T&D/W 001: Construction & Use of Skills Matrix – Work Instructions 
 
Areas of the Skills Matrix:  
 
The Skills Matrix primarily consists of two sections: 
1. The upper section includes details of the Directorate, the Section and the Grade or Job to which the 

respective matrix is related. It also contains a legend of the symbols which are to be used to compile 
the data in the matrix. 

  
2. The lower section is the matrix itself. On the left of the matrix is the list of employees (Name, Surname 

& ID card number) in the Grade or Job, and in the top row is the list of skills related to the Grade or 
Job. These skills are divided into three sections:  
(i)   core skills,  
(ii)  soft skills and  
(iii) other skills.  
 
Examples of what these consist of are given below.  
 
For each of these skills there are two columns:  
First column: in this column there should be entered an X or left blank. An X would mean that the 
corresponding employee needs competency in that skill to perform satisfactorily in the job. This feature 
allows the same matrix to be used for circumstances where people in the same grade would be 
performing jobs which have minimal differences in the skill requirement.  
 
Second column: in this column, there should be entered 1 or 2. 1 would mean that the employee is 
competent in that skill and does not require training, while 2 would mean that the employee is not 
competent in that skill, hence requires training. Thus, all the 0s in the matrix would indicate who 
requires training and in what skills. 

 
The number of skills matrices to be compiled by each Directorate or Section, and their size, varies and 
depends on the number of employees, and the variety of grades or jobs in the same Directorate or Section. 
However, one crucial requirement is that each individual employee should appear only once in one skills 
matrix only. All employees are required to be entered in a skills matrix. 
 
Examples of Core Skills: Operation of equipment/hardware, use of software, maintenance of equipment, 
technical skills, follow works program, specific operating procedures, use of forms, H&S requirements, 
performance standards, legal requirements and obligations, Job Parameters (purpose, duties, 
responsibilities, authority, relationships, etc), etc. 
 
Examples of Soft Skills: Managerial/Supervisory Skills, Leadership, Customer Relations, Communication, 
Report Writing, Project Management, Time Management, Team Building, Managing Change, etc. 
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Appendix 36 
 
CMP/P 003: Corporate Manual Process for Conducting Internal Audits 
 
Purpose  
 

The purpose of this process is to ensure that the Water Services Corporation has in place a system for 
internal auditing, to monitor the maintenance of the Corporation’s Management System in line with ISO 
9001:2015 and ISO 14001:2015 requirements.  
 

Scope  
 

The scope of this procedure is focused on assessing the effectiveness on the critical process that determine 
the outcome of the Corporation’s activities and the service given to the customer. Where such processes 
are found to be deficient, the audit will lead to an improvement in those processes. All conclusions derived 
from the audit are based on objective and traceable evidence.  
 

Definitions  
 

Internal Audit evaluates effectiveness of the integrated management system in line with ISO 9001:2015 
and ISO 14001:2015 requirements.  
 

Internal Auditor: is any competent person(s) with responsibility of undertaking internal audits.  
 

Non-conformance: is taken to mean an observation that indicates a policy or practice is contrary to the 
requirements of the standard or documented procedures.  
 
MSO Management Systems Office  
CAR Corrective Action Request  
WI Work Instruction 
 
Process  
 
The Management Systems Office is responsible for administrating and maintaining a system of Internal 
Audits. The overview process adopted is shown in Appendix I of this process.  
 
Internal Audits are performed by trained Water Services Corporation employees. The Management Systems 
Office ensures objectivity and impartiality of the audit process; auditors do not audit their own work.  
 

A list of approved internal auditors is retained at the Management Systems Office and revised periodically. 
 

An integrated audit is a systematic, independent, objective and documented process for gathering facts as 
per the requirements of the ISO 9001 and ISO 14001 standards.  
 

The criteria of integrated management system (MS) audit is to:  
▪ Determine whether the MS conforms to planned arrangements,  
▪ Determine whether the MS is properly implemented and maintained,  
▪ Provide information on the results of audits to Top Management,  
▪ To ensure internal procedures are in line with ISO 9001/ISO 14001 requirements,  
▪ To ascertain that WSC employees are working according to the Corporation’s own requirements.  
 
Audit Programme  
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The audit programme ensures that all the ISO documentation that is owned and used by the WSC 
departments is being audited. These internal processes are audited on an 18 months cycle, such that each 
process is audited at least once every one and a half years. Audits may be completed at a greater frequency 
if deemed necessary by the Management Systems Office.  
 
As part of an integrated management systems two types of internal audits are performed:  
▪ Process Audits (9001 & 14001)  
▪ Site Audits (14001)  
 
The Annual Audit Plan (AAP 001) schedules which processes will be audited in a given calendar year. It takes 
into consideration the importance of the processes concerned, changes affecting the organization, and the 
results of previous audits. This plan is issued by the Management Systems Office. Sites under the scope of 
the ISO 14001 are audited at least once every six months. 
 
Responsibilities 
  
Management Systems Assistant  
 
▪ Coordinate with Auditor/Audit Team and Auditees for conducting the Internal Audit,  
▪ Assist Internal Auditors to perform audits within their Directorate,  
▪ Follow review of the audit outcome by Executive Director/Manager and in Directorate Meetings, 
▪ To receive the Internal Audit Report from Management Systems Office and to pass it to her/his direct 

superior,  
▪ Coordinates and follows action required to implement corrective action and suggestions for 

improvement.  
▪ Ensuring that Corrective Actions are closed out in a timely fashion within determined close-out dates 

whenever possible. This is a joint responsibility with the directorate/section assistant of the area being 
audited.  

 
Auditor/Audit Team  
 
▪ Arranges a suitable time for the audit with the directorate Management Systems Assistant and the 

site’s responsible person.  
▪ Conduct document review (including previous findings) and formulate audit questions against ISO 

9001:2015 and ISO 14001:2015 requirements.  
▪ Sample and observe necessary process inputs/outputs to establish an audit trail including reviewing 

previous findings.  
▪ Record objective evidence to verify compliance or non-conformance. Draws up report on the audit 

outcome (in case of ISO 14001, CMP/F 009) and if necessary, raises a Corrective Action Request on 
CMP/F 001 and/or an Improvement Action Request on CMP/F 013 as per CMP/P 005 Corporate Manual 
Process for tackling Nonconformities and Corrective Actions and liaise with Management Systems 
Office to update Corrective Action Databank accordingly.  

▪ Conduct follow-up audit when necessary to verify effectiveness of corrective actions carried out.  
 
Auditee  
▪ Cooperating with the internal auditor.  
▪ Follow corrective actions to completeness.  
▪ Must have technical knowledge in the process audited.  
▪ Discuss prospective/non-conformances with auditor/Management Systems Assistant and draw up 

action plan to tackle non-conformances with a long-term target date.  
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Audit Preparation:  
 
The following six (6) steps must be followed so that the auditor will be able to prepare for a successful 
audit.  
 
1) Learn the process  
 
The auditor or audit team is responsible for planning with the appropriate auditees in the area to be audited 
as per the internal audit plan. It is ensured that the audit is performed in the presence of the Management 
System Assistant or a person responsible for the site.  
 
Prior to conducting an audit, the auditor shall familiarize with the process including its aim, inputs, outputs, 
activities, resources and controls. The following definitions will help the auditor understand what is involved 
in a process/procedure.  
 
Inputs: This is what the process needs for the activity to happen, it can be in the form of information or a 
product. For example, demand, specifications and requirements of product etc. 
 
Supplier/s (if and when applicable): This is the process. There are a number of associated tasks contributing 
to the process, for example the process activity for production and transfer of groundwater, purchasing of 
a product or service, etc.  
 
Outputs: This is the result of the process. It can be information, energy or material, or a product, for 
example the production and supply of potable water to be delivered to the customer, and the collection 
and treatment of wastewater.  
 
Controls: These are the items that regulate the rate at which inputs are converted to outputs. Without 
controls, the process would operate continuously generating the output. For instance, the controls for the 
Corporation are legal and statutory requirements, material requirements, purchase requisition approval, 
store inventory analysis etc.  
 
Resources: These are items used or consumed in the process activity. It could be employees’ time, plant 
running time or money.  
 
Customer: The customer is the group that takes the output and uses it. It is most likely used as an inputer 
to another process or as a resource.  
 
Feedback Loop: This mechanism is used to monitor the process. For example, how is the process performing, 
when action is needed to correct it. In the case of a purchasing process; supplier performance, on-time 
delivery or receiving inspection information.  
 
N.B: The auditor/audit team prepares audit questions based on the operations process (process inputs, 
outputs, resources. Any findings from previous audits on that area will be reviewed to follow up any 
opportunities for improvement and outstanding corrective actions. Any updates are to be provided by 
the Management Systems Assistant.  
 
2) Identify the Interfaces to the Standard  
 
The interfaces are the points where the process intersects the standard, that is, where the requirements of 
the ISO 9001:2015 & ISO 14001:2015 are applicable to the process being audited. The requirements related 
to the given process are listed on the front page of the process as ISO references.  
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Each procedure has ISO 9001/ISO 14001 references related to the procedure. This provides you with the 
understanding of what areas of the standard apply to the process. Questions will be developed to ensure 
compliance to the standard and this tells you what areas of the standard to focus on.  
 
3) Document Review  
 
The document review part of the audit requires reading and understanding of the associated 
documentation for the process you are auditing. The directorate manual should provide an overview of the 
process and should describe how the process fits into the overall system of the Corporation. The directorate 
manual will explain what processes feed the process you are auditing and what processes are supported 
by it. It will describe the interaction and interrelationship of processes within the Corporation’s 
Management System. 
 
The main output from the review of the directorate manual will be an understanding of all the processes 
that make up the integrated management system and how they interact. The directorate manual should 
provide a good description of how the process work. Procedures should describe the process in more detail 
from the directorate manual.  
 
4) Review Old Audits  
 
A vital step in the preparation of the audit, is to review old audits. Review both internal and external audits 
if available. Look for areas of weakness or where findings were noted and see if action has been taken and 
if it’s still effective.  
 
5) Develop Audit Questions  
 
Developing questions based on the points above.  
 
The Audit  
 
Findings, positive and negative are recorded by the auditors during the audit. Throughout the audit, the 
auditor may ask questions to understand the situation better. Any findings will be discussed with the 
auditee/Management Systems Assistant so that the outcome of the audit is clearly understood, and any 
possible non-conformance is identified, including an action plan with target date/s agreed upon.  
 
In case the Management Systems Assistant is unable to attend an audit, he/she may delegate to a 
competent person where possible.  
 
Post Audit  
 
On conclusion of the audit, an audit report will be completed and will contain: 
▪ The Site Checklist (CMP/F 009) in case of an ISO 14001 site audit,  
▪ Any corrective actions/opportunities for improvement raised using form/s CMP/F 001 / CMP/F 013 (if 

any) during the audit,  
▪ Corrective actions followed up from previous audits as well as any opportunities for improvements 

noted,  
▪ Once the audit is completed, the audit report shall be signed (physical or electronic are acceptable) by 

the auditor,  
▪ The report is then forwarded to the auditee, and a copy of the audit report is retained on the MSO 

Sharepoint for reference.  
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The Management Systems Office monitors the progress of corrective actions to ensure that the targets are 
met, and all corrective actions raised during an audit are followed up. The Management Systems Office also 
notifies if a re-audit is needed.  
 
Progress of internal audits will be reported to Management during Top Management Review.  
 
Corrective Actions  
If non-conformances have been noted during an internal audit, the auditor will reference them in the audit 
report. The auditor and auditee will discuss the agreed corrective action during the audit whilst the 
Management Systems Office will then issue a target date is given by the Management Systems Office.  
 
N.B. A Corrective Action Request (Form CMP/F 001) is filled in for all of the corrective actions noted during 
the audit.  
 
It is the role of the Auditor to complete Sections 1, 2, and 7 on the Corrective Action Request (CAR) (Form 
CMP/F 001). Form CMP/F 001 is then forwarded to the Management Systems Office. Form CMP/F 001 is 
then sent to the recommended actionee for necessary action. Once the completed corrective action is 
returned to the Management Systems Office, the necessary verifications will be carried out to check that 
the corrective action has been successfully closed.  
 
All Corrective Action Requests and Improvement Actions are to be recorded on the appropriate forms, and 
Corporate Manual Process for tackling Nonconformities and Corrective Actions, CMP/P 005 and Work 
Instruction Processing of Corrective Action Requests, CM/W 001 are followed. 
 
Corrective Action Follow up  
 
The Management Systems Office follows up on any pending Corrective Action Requests to confirm if any 
action has been taken and to assess the effectiveness of the actions taken (Section 5 in Form CMP/F 001). 
A copy of the CAR is maintained on the MSO Sharepoint once the corrective action is closed.  
 
Records  
 
All documentation and records generated by the internal audit process are retained and managed in 
accordance with the CMP/P 002 Corporate Manual Process for Control of Records. 
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Process for Conducting Internal Audits 
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Appendix 37 
T&D/P 105: Process for Training Records Retention 
 
Purpose 
 
The purpose of this process is to define the retention and archiving and records management policy for 
training data and records within the Training & Development Section at the Water Services Corporation to 
comply with the principles of the General Data Protection Regulations (EU) 2016/679 on data retention and 
archiving.  
 
Scope 
 
It will enable staff at Training & Development Section to retain and archive training data and records for 
the purpose of issuing of transcripts and/or certificates.  
 
Data Collection 
 
The Training & Development gathers information regarding employees who are to attend courses from 
Dakar Database. Information may include: name, ID No, directorate, section, grade and personal details 
required for notifying employees to attend courses. 
 
Data is collected and stored as follows: 
 
T&D P 101: Design & Development of Training Courses Process  
 
All documentation related to course design and subsequent course records are recorded in Course file as 
per Programme Courses filing system as explained in T&D/W 111. 
 
T&D P 102: Training Programme Delivery Process 
 
All material related to the course is recorded in the course file. These records range from attendance sheets 
to final examination marks. The Programme File shall be kept by the Secretary who is also responsible to 
enter information regarding the programme on the database kept.  At the end of the course, the 
Programme File is kept by the Training Coordinator. 
 
In case of WSC employees, copies of certificates are filed in the employee’s Qualification File and the 
relative data is entered in Dakar Database. 
 
T&D P 103: Training Programme Assessment Process 
 
Records of assessment results are to be kept in the Course File. Each participant shall have access to his/her 
own assessment records. This is done by issuing a transcript with certificate. 
 
T&D P 104: Evaluating Participants’ Feedback on Training Courses Process 
 
All documentation related to the evaluation of a training programme is recorded in the respective Course 
File (T&D/W 111:  Course File). These records shall also include details of any complaints.  All data and 
records are also kept on WSC portal ‘Sharepoint’ and recorded in a similar way to the respective Course 
file. 
 
Responsibility 
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The Training and Development Section is responsible for collecting, managing, retaining and archiving of 
training data and records.  
 
Retention Schedule 
 
The retention schedule for the training data and records is shown in the table in Appendix A. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Institute of Water Technology   IQA Manual 
 

 

Issue No: 1 Page 100 of 101 Date of Issue: August 2021 

 

 

 

 

LOCATION AND RETENION PERIOD OF FORMS 

 

 

PROCESS DOCUMENT RECORD ISSUE DATE 
ISSUE 

NO 
LOCATION/FILE RETENTION 

T&D P 101 - 
Design &  

T&D F 102 Approval & Validation 
of the Training Course 

23/12/2021 4.0 Course Details 3 yrs (A) 

Development of  T&D F 103 Course Data Sheet 23/12/2021 5.0 Course Details 3 yrs (A) 

Training Course 
Process 

T&D F 104 Conditions for 
Lecturers 

23/12/2021 5.0 Course Details 3 yrs (A) 

 T&D F 105 Lecturer Data Sheet 23/12/2021 5.0 Training 
Professional 

Ongoing & 
Up-dated 

 T&D F 116 Request for a Training 
Course Form 

23/12/2021 3.0 Course Details 3 years (A) 

T&D P 102 -  T&D F 106 Registration Form 23/12/2021 5.0 Records of course 3 years (A) 

Training T&D F 107 Attendance Sheet 23/12/2021 5.0 Records of course 3 years (A) 

Programme 
Delivery Process 

T&D F 108 Evaluation Form 
(Maltese) 

23/12/2021 6.0 Records of course 3 years (A) 

 T&D F 118 Evaluation Form 
(English) 

23/12/2021 2.0 Records of course 3 years (A) 

 T&D F 109 Appeal Form 23/12/2021 4.0 Records of course 3 years (A) 

T&D P 103 - 
Training 

T&D F 117 Lecturer Attendance 
Sheet 

23/12/2021 2.0 Records of course 3 years (A) 

Programme 
Assessment  

T&D F 110 Letter of Attendance 23/12/2021 4.0 Records of course 40 years 

Process T&D F 111 Course Transcript 23/12/2021 4.0 Records of course 40 years 

 T&D F 112 Qualifying Certificate 23/12/2021 3.0 Records of course 40 years 

 T&D F 113 Attendance Certificate 23/12/2021 3.0 Records of course 40 years 

 T&D F 114 Supervisor’s 
Assessment (Work 
Experience) 

23/12/2021 3.0 Records of course 40 years 

 T&D F 115 Supervisor’s 
Assessment 
(Dissertation) 

23/12/2021 3.0 Records of course 40 years 

 
(A) denotes:  Archived after retention period 
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Appendix 38 

Training Facilities & Available Resources and Support to Students 

 

1. Training Facilities 
 

 

Training facilities are situated at the ground floor and are accessible to persons with disabilities. 
 
Training rooms are primarily used for training purposes.  These rooms are typically large (holding at least 
20 attendees) and all have projection equipment and white boards.   
 
One of the lecture rooms is a computer lab where computer courses are held. IWT is also an ECDL Centre 
and offers ECDL courses to employees. 
 
Conference Hall (Auditorium) with a seating capacity of 150 (in normal times). This is mainly used for 
conferences, seminars and other similar events. 
 
Meeting Room is primarily used for meeting purposes. This room is multi-purpose and may have the 
necessary equipment to deliver presentations during meetings. If the need arises, it may also be used as a 
training room for a small number of persons.  
 
All rooms are air-conditioned and WIFI (WSC Secure & WSC guests) is available. 

 

2. Library 

 
A library is available for both lecturers and students. It consists of books, dissertations and standards.  Lists 
of books, abstracts of dissertations and copies of various standards are available on the Training Portal on 
Sharepoint in ‘Library’ Section. 

 

3. Available Resources & Support to Students 

 
Documentation related to Training can be found on Training Portal on Sharepoint in ‘Training’ Section. 
 
Information is organised as follows: 
▪ Course Details – contains the Aims, Objectives and Content of Courses, 
▪ Courses Lists – comprises a list of courses for the different sections for each Directorate, 
▪ Courses Notes – contains the notes of different courses, 
▪ Training Forms – in this folder forms related to training that are needed can found, 
▪ Training Schedule – document consists of schedule of courses. Information includes name of course, 

lecturer, time, lecture room and group no. 
 
Course Notes:  besides being available on the Sharepoint, these are handed to students during the course 
or else sent by e-mail prior or after the lessons as instructed by the lecturer. 
 
Lecturers provide students with feedback and support. The Course Co-ordinator offers advice and 
counselling to students. 
 

4. Information to Students 
 

Students are informed of the resources and support available during the first session of the course. 
 


