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Introduction

This document is written by the Chief Executive of Skills Funding and is a Tier 2 Document 
as referenced by the Awarding Organisation Agreement for the Personal Learning Record 
(PLR) for the Qualifications and Credit Framework (QCF).

This Service Charter contains Service Levels that the Chief Executive aims to achieve 
though these shall be reviewed and developed to ensure they measure the most relevant 
areas of service performance as agreed by the Customer Scrutiny Group.

The Service Charter covers areas of service and availability of use of the PLR for the QCF 
as listed below: 

1.	Service Description

2.	Service Level Objectives

3.	Service Catalogue (including service levels)

4.	Service Availability and Performance Levels

5.	Service Hours and Response Times 

6.	Maintenance and Service Continuity

7.	Data Acceptance, Validity and Processing

8.	Contact Points and Escalation
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1.	Service Description

This Service Charter sets out the levels of service that will be delivered by the Chief 
Executive of Skills Funding in support of Awarding Organisations, Learners, Providers and 
Careers Information and Advice practitioners in their use of the PLR for the QCF.

The scope of the service is detailed in the Service Catalogue which is underpinned by the 
QCF Service Desk as contactable via the telephone number shown in section 8 of this 
document.  
 
2.	Service Level Objectives

The Chief Executive aims to meet the following service level objectives in making 
available the PLR for the QCF:

•	 To provide a stable and secure platform for Awarding Organisations to submit 			
	 QCF Achievement Data.

•	 To ensure that the service levels of the PLR for the QCF are of a consistently 			 
	 high quality to provide Awarding Organisations with the ability to carry 				  
	 out Rules of Combination and credit check queries as required.

•	 To ensure that the service can be used to support Learners in their interaction 			
	 with Providers or publicly funded Careers Advice practitioners.

•	 To ensure that Learners, publicly and privately funded across England, Wales 			 
	 and Northern Ireland have access to their Personal Learning Record.

•	 To ensure that the service levels detailed within this document are compatible with the 	
	 ‘Regulatory arrangements for the Qualification and Credit Framework (2008)’.

The Personal Learning Record for the Qualifications and Credit Framework Service Charter

4



3.
	S

er
vi

ce
 C

at
al

o
g

u
e

Th
e 

ta
bl

e 
be

lo
w

 s
et

s 
ou

t 
th

e 
en

tir
e 

sc
op

e 
of

 s
er

vi
ce

s 
of

fe
re

d 
w

ith
in

 t
he

 S
er

vi
ce

 C
ha

rt
er

.  
U

pd
at

es
 t

o 
th

is
 t

ab
le

 w
ill

 b
e 

av
ai

la
bl

e 
by

 
w

eb
si

te
 .

R
ef

S
er

vi
ce

 N
am

e
S

er
vi

ce
 D

es
cr

ip
ti

o
n

S
er

vi
ce

 S
p

ec
ifi

ca
ti

o
n

Fr
eq

u
en

cy
P

er
fo

rm
an

ce
C

u
st

o
m

er

Q
C

F 
01

Le
ar

n
er

 
A

ch
ie

ve
m

en
t 

D
at

a 
U

p
lo

ad

A
bi

lit
y 

to
 u

pl
oa

d 
Le

ar
ne

r 
A

ch
ie

ve
m

en
t 

D
at

a
•	

W
eb

 s
er

vi
ce

/A
P

I 
•	

up
lo

ad
 

•	
M

an
ua

lly
 u

si
ng

 a
 

•	
w

eb
 f

or
m

A
s 

re
qu

ire
d

A
ll 

lo
ad

s 
of

 
va

lid
 b

at
ch

es
 

to
 b

e 
co

m
pl

et
ed

 
w

ith
in

 4
8 

ho
ur

s

A
w

ar
di

ng
 

O
rg

an
is

at
io

ns

Q
C

F 
02

Le
ar

n
er

 D
at

a 
A

m
en

d
m

en
ts

A
bi

lit
y 

to
 v

ie
w

, a
m

en
d 

or
 w

ith
dr

aw
 L

ea
rn

er
 

A
ch

ie
ve

m
en

t 
D

at
a 

an
 

A
w

ar
di

ng
 O

rg
an

is
at

io
n 

ha
s 

pr
ev

io
us

ly
 s

ub
m

itt
ed

•	
W

eb
 s

er
vi

ce
/A

P
I 

•	
up

lo
ad

 
•	

M
an

ua
lly

 u
si

ng
 a

 
•	

w
eb

 f
or

m

A
s 

re
qu

ire
d

M
on

th
ly

 
av

er
ag

e 
w

ith
in

 t
hr

ee
 

se
co

nd
s

A
w

ar
di

ng
 

O
rg

an
is

at
io

ns

Q
C

F 
03

V
ie

w
 L

ea
rn

er
 

R
ec

o
rd

A
bi

lit
y 

to
 v

ie
w

 a
 L

ea
rn

er
 

ac
hi

ev
em

en
t 

re
co

rd
To

 s
up

po
rt

;

•	
O

nl
in

e 
vi

ew
s 

•	
P

rin
ta

bl
e 

re
po

rt
 

•	
Ti

m
e 

lim
ite

d 
em

ai
l

•	
lin

ks

A
s 

re
qu

ire
d

M
on

th
ly

 
av

er
ag

e 
w

ith
in

 t
hr

ee
 

se
co

nd
s

Le
ar

ne
rs

, 
P

ro
vi

de
rs

 
Le

ar
ne

r 
A

dv
is

or
y 

S
er

vi
ce

 
A

w
ar

di
ng

 
O

rg
an

is
at

io
ns

Q
C

F 
04

R
u

le
s 

o
f 

C
o

m
b

in
at

io
n

 
(R

o
C

) 
S

in
g

le
 

Q
u

al
ifi

ca
ti

o
n

 
Q

u
er

y

A
bi

lit
y 

to
 v

ie
w

 t
he

 u
ni

ts
, 

ba
se

d 
on

 d
es

tin
at

io
n 

qu
al

ifi
ca

tio
n,

  t
ha

t 
ap

pl
y 

to
 a

 g
iv

en
 q

ua
lifi

ca
tio

n

•	
Vi

ew
 o

nl
in

e 
•	

Pr
in

ta
bl

e 
re

po
rt

A
s 

re
qu

ire
d

M
on

th
ly

 
av

er
ag

e 
w

ith
in

 fi
ve

 
se

co
nd

s

Le
ar

ne
rs

, 
P

ro
vi

de
rs

 
Le

ar
ne

r 
A

dv
is

or
y 

S
er

vi
ce

 
A

w
ar

di
ng

 
O

rg
an

is
at

io
ns

The Personal Learning Record for the Qualifications and Credit Framework Service Charter

5



R
ef

S
er

vi
ce

 N
am

e
S

er
vi

ce
 D

es
cr

ip
ti

o
n

S
er

vi
ce

 S
p

ec
ifi

ca
ti

o
n

Fr
eq

u
en

cy
P

er
fo

rm
an

ce
C

u
st

o
m

er

Q
C

F 
05

C
re

d
it

 c
h

ec
k 

Q
u

er
y

A
bi

lit
y 

to
 c

on
fir

m
 t

he
 

aw
ar

d 
of

 c
re

di
t 

fo
r 

a 
sp

ec
ifi

c 
un

it

•	
V

ie
w

 o
nl

in
e 

•	
P

rin
ta

bl
e 

re
po

rt
A

s 
re

qu
ire

d
M

on
th

ly
 

av
er

ag
e 

w
ith

in
 fi

ve
 

se
co

nd
s

Le
ar

ne
rs

, 
P

ro
vi

de
rs

 
Le

ar
ne

r 
A

dv
is

or
y 

S
er

vi
ce

 
A

w
ar

di
ng

 
O

rg
an

is
at

io
ns

Q
C

F 
06

R
o

u
te

s 
to

 
A

ch
ie

ve
m

en
t 

(R
tA

) 
Q

u
er

y

A
bi

lit
y 

to
 p

re
se

nt
 t

o 
th

e 
us

er
, c

om
bi

na
tio

ns
 o

f 
un

its
 w

hi
ch

 w
ill

 le
ad

 t
o 

on
e 

or
 m

or
e 

qu
al

ifi
ca

tio
ns

 (e
.g

. 
av

ai
la

bi
lit

y,
 c

ar
ee

r 
as

pi
ra

tio
n 

or
 fi

na
nc

ia
l 

su
pp

or
t)

 b
as

ed
 o

n 
th

e 
qu

er
y 

pa
ra

m
et

er
s

•	
V

ie
w

 o
nl

in
e 

•	
P

rin
ta

bl
e 

re
po

rt
A

s 
re

qu
ire

d
M

on
th

ly
 

av
er

ag
e 

w
ith

in
 fi

ve
 

se
co

nd
s

Le
ar

ne
rs

, 
P

ro
vi

de
rs

 
Le

ar
ne

r 
A

dv
is

or
y 

S
er

vi
ce

Q
C

F 
07

Le
ar

n
er

 D
at

a 
A

va
ila

b
ili

ty
A

bi
lit

y 
fo

r 
a 

Le
ar

ne
r 

to
 

re
qu

es
t 

th
ei

r 
da

ta
 is

 
m

ad
e 

av
ai

la
bl

e 
or

 
un

av
ai

la
bl

e

•	
O

nl
in

e 
•	

E
le

ct
ro

ni
ca

lly
 

•	
Te

le
ph

on
e

A
s 

re
qu

ire
d

R
eq

ue
st

 
re

sp
on

se
 

tim
es

 a
s 

pe
r 

in
ci

de
nt

 
ca

te
go

ry
 D

C
/ 

Le
ar

ne
r 

da
ta

 
av

ai
la

bi
lit

y

Le
ar

ne
rs

Q
C

F 
08

D
at

a 
C

h
al

le
n

g
e

A
bi

lit
y 

fo
r 

a 
Le

ar
ne

r 
to

 
ch

al
le

ng
e 

th
ei

r 
pe

rs
on

al
 

da
ta

 h
os

te
d 

on
 t

he
 P

LR
 

fo
r 

th
e 

Q
C

F

•	
W

rit
te

n
A

s 
re

qu
ire

d
R

eq
ue

st
 

re
sp

on
se

 
tim

es
 a

s 
pe

r 
in

ci
de

nt
 

ca
te

go
ry

 D
C

/ 
Le

ar
ne

r 
da

ta
 

av
ai

la
bi

lit
y

Le
ar

ne
rs

 o
r 

re
pr

es
en

ta
tiv

es

The Personal Learning Record for the Qualifications and Credit Framework Service Charter

6



R
ef

S
er

vi
ce

 N
am

e
S

er
vi

ce
 D

es
cr

ip
ti

o
n

S
er

vi
ce

 S
p

ec
ifi

ca
ti

o
n

Fr
eq

u
en

cy
P

er
fo

rm
an

ce
C

u
st

o
m

er

Q
C

F 
09

Id
en

ti
ty

 
M

an
ag

em
en

t
A

bi
lit

y 
fo

r 
A

w
ar

di
ng

 
O

rg
an

is
at

io
ns

 a
nd

 
P

ro
vi

de
rs

 t
o 

m
an

ag
e 

th
ei

r 
ow

n 
us

er
s’

 a
cc

es
s 

to
 t

he
 P

LR
 f

or
 t

he
 Q

C
F

•	
O

nl
in

e
A

s 
re

qu
ire

d
A

w
ar

di
ng

 
O

rg
an

is
at

io
ns

P
ro

vi
de

rs

Q
C

F 
10

D
ev

el
o

p
m

en
t 

S
u

p
p

o
rt

 
S

er
vi

ce
s

A
dv

ic
e 

an
d 

gu
id

an
ce

 t
o 

he
lp

 A
w

ar
di

ng
 

O
rg

an
is

at
io

ns
 d

ev
el

op
 

th
ei

r 
in

te
rf

ac
e 

fil
es

•	
W

eb
 s

er
vi

ce
/A

P
I

A
s 

re
qu

ire
d

A
w

ar
di

ng
 

O
rg

an
is

at
io

ns

Q
C

F 
11

V
er

if
y 

U
LN

 
Le

ar
n

er
 

D
et

ai
ls

A
bi

lit
y 

to
 V

er
ify

 U
LN

 a
nd

 
as

so
ci

at
ed

 le
ar

ne
r 

de
ta

ils
 o

f 
gi

ve
n 

na
m

e,
 

fa
m

ily
 n

am
e,

 d
at

e 
of

 
bi

rt
h,

 g
en

de
r 

an
d 

po
st

 
co

de
 (o

pt
io

na
l)

•	
W

eb
 s

er
vi

ce
/A

P
I 

•	
up

lo
ad

•	
M

an
ua

lly
 u

si
ng

 a
 •

	
•	

w
eb

 f
or

m

A
s 

re
qu

ire
d

M
on

th
ly

 
av

er
ag

e 
w

ith
in

 t
hr

ee
 

se
co

nd
s

A
w

ar
di

ng
 

O
rg

an
is

at
io

ns

The Personal Learning Record for the Qualifications and Credit Framework Service Charter

7



Service Area Functions Hours of Service

Service Desk 1.	Log all calls

2.	Assign Incident 
2.	Category (1 to 4)

0800 to 2000hrs Monday 
to Saturday excluding UK 
Public Holidays

Incident resolution Incident Category 1 and 2, 
3, 4 and DC / learner data 
availability

0800 to 2000hrs Monday 
to Saturday excluding UK 
Public Holidays

6.	Maintenance and Service Continuity

•	 The Chief Executive shall maintain the PLR for the QCF according to a schedule which 		
	 will be communicated to Awarding Organisations. Planned maintenance, including future 	
	 releases, is undertaken outside the core business hours, wherever possible, unless prior 	
	 agreement is secured. The core business hours are between 0800hrs and 2000hrs 		
	 Monday to Saturday excluding UK Bank Holidays.

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

The Personal Learning Record for the Qualifications and Credit Framework Service Charter
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4.	Service Availability and Performance Levels

•	 The use of services relating to the PLR for the QCF will be made available for twenty-	
	 four (24) hours a day and for seven (7) days a week subject to agreed maintenance 		
	 arrangements by the Chief Executive. This also includes an availability of twenty-four 	
	 (24) hours a day and seven (7) days a week for the Personal Learning Record.

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

•	 For each service there will be an expected level of performance to ensure an optimal 	
	 user experience is achieved. The Service Catalogue contains the expected performance 	
	 levels.  

•	 Since many of the service elements of the PLR for the QCF will be internet based, the 	
	 performance levels will be measured from the point of entry to the point of exit in the 	
	 Skills Funding traffic manager.

•	 The Chief Executive will manage the performance of the PLR system and receive 		
	 regular performance reporting from its suppliers including customer satisfactions 	  
	 surveys. Key performance indicators will be agreed with Awarding Organisations 
	 and will be reported via the Customer Scrutiny group or as agreed.

5.	Service Hours and Response Times

The operational hours and service support functions for QCF customers are as follows:
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•	 For emergency maintenance, the Chief Executive will endeavour to provide the QCF 		
	 customers with some notice that the service will be unavailable.

•	 From the time that the Chief Executive invokes the agreed disaster recovery procedure, 	
	 the availability of use of the PLR for the QCF will be reinstated within 8 service hours. 

7.	Data Acceptance, Validity and Processing

The PLR for the QCF will enable Awarding Organisations to provide their Achievement Data 
in the following formats:

•	 Single entry web form on a web based service portal; or

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

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

As detailed in the Awarding Organisation Agreement, the submission of new or updated 
Achievement Data to the PLR is necessary within ten (10) working days of the date that the 
award was made by the Awarding Organisation.

In the event that operational hours are lost due to the service being unavailable, then the 
ten (10) day period for an Awarding Organisation to submit or amend Data will be extended 
for at least the period of service unavailability. Service unavailability covers events such as 
unscheduled downtime, unplanned maintenance or emergency maintenance.

Once an Awarding Organisation has successfully transferred a data file, processing will 
commence and be completed within 48 hours. After completion an email notification will be 
sent to the submitting user.



8.	Contact Points and Escalation

The main contact point is the QCF Service Desk:

Tel: 0870 2670054

Email: qcfservicedesk@skillsfundingagency.bis.gov.uk

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

The second point of escalation is the Service Manager:

Tel: 0870 2670054

Email:	qcfservicedesk@skillsfundingagency.bis.gov.uk

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

The third point of escalation is the Senior Service Manager:

Tel: 0870 2670054

Email: qcfservicedesk@skillsfundingagency.bis.gov.uk

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

The fourth point of escalation is the Head of MIAP Service:

Tel: 0870 2670054

Email:	qcfservicedesk@skillsfundingagency.bis.gov.uk

Correspondence Address: Head Of MIAP Service, Skills Funding Agency, Cheylesmore 
House, Quinton Road, Coventry, CV1 2WT

The Personal Learning Record for the Qualifications and Credit Framework Service Charter
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Skills Funding Agency Office
Contact details for each office can be 
found on our website: 
www.skillsfundingagency.bis.gov.uk

Skills Funding Agency 
National Office 
 
Cheylesmore House 
Quinton Road 
Coventry CV1 2WT 
T 0845 377 5000 
F 024 7682 3675 
www.bis.gov.uk/skillsfundingagency

© Skills Funding Agency

Published by the Skills Funding Agency

Extracts from this publication may be reproduced for 
non-commercial, educational or training purposes on 
condition that the source is acknowledged and the 
findings are not misrepresented.

This publication is available in electronic form on the 
Skills Funding Agency website:

www.skillsfundingagency.bis.gov.uk

If you require this publication in an alternative 
format or language, please contact the Skills 
Funding Agency Help Desk: 0870 900 6800.
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