The Network
Your Exams Officer newsletter
SUMMER 2013 edition

Note from the Editor David Sands
Welcome to the summer 2013 edition of the Network. This month, there is
news about some changes to our website and about the work that we have
been doing with our exams officer focus group. Working with the focus group
for the past three years has really helped us to identify the changes
that you, our customers, would like us to make to our services, systems
and processes.
We also meet Jane Ball from Gartree School and find out about the day to day
challenges she faces as an exams officer and we are pleased to introduce our
own Jaspreet Pandhal, an account specialist in our customer services team.
I would like to wish you all a very happy and relaxing summer break ahead
of this year’s August results days, where we look forward to working with
you to ensure that these pass off as smoothly and as trouble-free as possible.

David Sands

Head of Account Services Schools & FE
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Find the support you need
in our new ‘I want to...’ pages
After listening to feedback from teachers and exams officers, we have revamped the ‘I want to...’ area
of the website to make it easier for you to find key information. We have organised the information
into four sections:
 New to Edexcel? – Everything you need to get up and running, from becoming a centre to accessing
online support.
 Teaching and delivery – Find the information and support you need to deliver our qualifications.
This area will be of particular interest to teachers and has links to essential information about exams,
controlled assessment, onscreen testing, quality assurance and much more.
 Exam and assessment support – Guidance on all things examination-related, from timetables to
onscreen testing.
 Results and post-results services – All the essential information you need before, during and after
the results period.
The exam and assessment support will be especially useful for exams officers and BTEC quality nominees,
as will the results and post-results services section which is the new home of all results-related information.

The changes mean that if you’ve bookmarked any old ‘I want to...’ pages or old results pages (grade
boundaries, for example), these links will now be broken, so you’ll need to update your bookmarks.
The good news is that you should easily be able to find the information you need by going to the
exam and assessment support or results and post-results services pages and looking there.
Over the coming weeks, we will also be making some changes to the ‘I am an exams officer’ pages which
we hope will improve this area for you, too.
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The Exams Officer Q&A
The Network caught up with Jane Ball, exams officer at The Gartree School in Lincolnshire.
The Network: How long have you worked as an exams officer?
Jane:	I started on Results day August 2006, 7 years this summer.
The Network: What kind of centre do you work for and which qualifications do you deliver?
Jane:	We are a small rural 11 – 16 secondary school. It has lovely grounds with an old castle as a
backdrop. We deliver mainly GCSEs, BTECs and an OCR National. Some pupils have English
as a second language so we do branch out into A levels for Languages.
The Network: What does a typical day involve?
Jane:	Well, I come in at 10am and have coffee and cakes with the SENCO whilst filing my neat array
of Access Arrangement files. I read the yellow ICE booklet and then attend a couple of SMT
and HOF meetings….okay I run about like a headless chicken finding things out and telling
people things and trying to remember what it is that I didn’t want to forget.
The Network: What is your biggest challenge during the Spring and Summer periods?
Jane:	People who join the school in Year 11 – they always end up as tatty bits of paper at the
bottom of my tray! Trying to get information from previous schools and see if it fits in
is a horrid job.
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The Exams Officer Q&A
(continued)
The Network:	Have you attended one of our free exams officers training events?
– If so, can you tell us if you found it helpful?
Jane:	Yes I went to a big conference in Birmingham which was very exciting and lovely. An Edexcel
chap recently came to our local exam officer group (“NAA Leftovers”) which was very helpful
as we could quiz him first hand.
The Network: What is the most fulfilling aspect of your job?
Jane:	Walking round checking exam rooms and invigilators and watching all the candidates
beavering away. Talking to the candidates, finding out what they are going to go on and
do with their qualifications.
The Network:	Do you generally prefer working with paper based forms i.e OPTEMs or using the electronic
equivalents?
Jane:	Well, if it is for a GCSE teacher to fill in, then the paper, as it seems pointless to add an extra
stage where a mistake can be made. However for BTECs, the teacher tends to come to my
office with a big file and we sit down together to do it online which is fine.
The Network: What would be your top-tip for exams officers?
Jane:	Open all your post and parcels as soon as they arrive. Lock up the exam papers and then send
out all the other bits to the teachers who need them. Throw things away for courses you don’t
do. Don’t try to file them ‘in case’ because you will never remember you have them and the
specification and the admin will all have changed in 6 months. Often if you are stuck or vague
about something, then the answer is in an envelope waiting to be opened
The Network:	How have you found having a dedicated Account Specialist – one named contact dealing with
your centre?
Jane:	Brilliant, I have actually rarely got my allocated person, but their ‘second’ has always been
very helpful and it is so refreshing to get to a person quickly when ringing exam boards.
The Account Specialist system has definitely improved the telephone communication
with Edexcel.
The Network: What would your ideal job be?
Jane:	Well, I’d quite like to tell Mr Gove what he needs to do to save money in education, i.e. just
stick to one thing for a few years before changing it, so that we (schools, pupils, employers)
can get the hang of things. Just think of all the glossy brochures you wouldn’t have to print and
the text books we wouldn’t have to buy and the paracetamols we could manage without.
The Network: What do you like to do in your spare time?
Jane:	I love ‘Ladies Bible Wrestling’ at our local Methodist chapel where we also laugh a lot and knit
blankets for charity and I do Ballet and Cheerleading at a dance studio nearby. Oh and garden
club at lunch time.
If you would like to be interviewed by The Network, please contact us via TheNetwork@pearson.com.
Everyone we feature will receive £30.00 worth of Love2Shop vouchers as a token of our appreciation.
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Exams Officer Focus Group
It was a sunny day in London by the Thames on 29 April 2013 and a group of exams officers met with us
to discuss, praise, constructively criticise and influence developments at Pearson, Edexcel. The group meets
twice a year at Pearson offices around the UK. This time around, the meeting was held on the 10th floor
of our office in 80 Strand, London, with its wonderful views of central London.

The Focus Group exchange ideas at our Pearson Offices.

What is the Focus Group?
The focus group is made up of 22 exams officers from across the UK who meet up to discuss ongoing
developments on our systems, propose ideas to ensure that our systems and processes make life easier
on exams officers and to feed back on the service they are receiving from Pearson.
The focus group was established in 2010 with the main aim of getting a detailed insight into the roles of
exams officers and their experiences administering and delivering our qualifications. Since then the group
has played a pivotal role in providing feedback on how we can improve our systems, website and
administrative processes.
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Progress so far...
As a result of the feedback we have received from the focus group as well as the wider exams officer
community we have successfully implemented change in the following areas;
 Account Services – Allocating a named contact (Account Specialist) to each exams officer.
 S ubject Specialists – Subject advisors and subject specialists have been appointed for all our main subject
areas, to answer subject specific queries from teachers.
 Improvements to the Information Manual – Include an index in the Information Manual to find relevant
unit codes faster.
 P
 erforated Exam Bags – Provide perforated exam bags to make it easier to open the bags in the
exam room.
 Network Events – Make sure there is a Pearson, Edexcel representative in exams officer network events.

Exams Officer Peter Thompson from Epsom College enjoying the London views.

Have your say and complete our 2013 exams officer, customer service survey with
free entry into a prize draw for all completed surveys.
The survey will be sent to you in Autumn 2013 and we look forward to hearing
how we are doing and what we could be doing better…
Watch this space for more information!
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Meet your Account Specialist…
This time around The Network interviews Jaspreet Pandhal,
an Account Specialist at our London Offices in High Holborn.
Read about her experience in providing customer service to
exams officers.
The Network: How long have you worked for Pearson, Edexcel?
Jaspreet:	Three years – We have undergone so many
changes since I first started. It’s been quite
fascinating to watch the company grow and our
level of service increase and progress during
this time. Three years seems a long time
ago now!
The Network:	Tell us about your Account Specialist role?
What kind of centres do you look after?
Jaspreet:	I’ve been looking after my customers since December 2012 who are all colleges. I’m mainly
focused around the Midlands area, in particular Staffordshire, Nottingham, Derby and Leicester.
	There is a lot to learn as an Account Specialist as we have to have knowledge across all
qualifications and their respective processes. When I started there was a lot of training and a
lot of questions. I’m glad to say I have settled into the role now. I find that if you don’t know
the answer, there is always someone that does. Having to learn so much has given me a better
understanding of the business.
The Network: How are you building relationships with your centres?
Jaspreet:

I try to identify the individual issues of each of my centres. Whether a particular person in one
centre has issues with eligibility, or a new exams officer who has no clue what ESM is. Rather than
concentrating on short term fixes, I try to do my best to provide training so that centres
can resolve things themselves without having to ring or email us. Allowing them less time
stressing and listening to my droning yet perky (sometimes) voice, and more time to get on
with their workload which I know is a big amount. When I hear of any issues or updates, if I feel
it’s particularly useful information I will email my centres to give them a heads up. Even when I’m
on leave I try to let them know so when they get smooth talking Richard, my team member,
taking their call they’re not so shocked. I do hope it helps.

The Network: What is the most challenging aspect of the Account Specialist role?
Jaspreet:	I think balancing the calls and resolving emails at the same time. I try to never miss a call,
I literally cannot stand hearing the phone unanswered - it drives me insane. I stick my head
up like a meerkat to find out why it’s not being answered. However, with time I feel like
I’m starting to juggle the two a bit better. I try as hard as possible to keep to our 2-day SLA
when responding to emails whilst making sure I remain available for the rest of my customers.
The Network What is the most fulfilling aspect of your role?
Jaspreet:
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I think knowing that I’ve helped ease someone’s day. The odd comment of “you’re a life saver”
or “excellent, cheers” can’t help but make you smile right? Even if it’s the quickest little thing,
or the most complex confusing task, as long as it helps someone at the end I don’t mind. I’d say
that’s the best thing. Might be cheesy but it’s the truth!
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Meet your Account Specialist...
(continued)
The Network: What qualities do you think you need to be a good Account Specialist?
Jaspreet:	Oooh, good question. Urm, I think multi-tasking (sorry boys), people-skills and efficiency.
Basically, you have to be like your mother, minus the screaming babies and the smell.
The Network: Do you have a favourite exams officer? And if so – why?
Jaspreet:

 his is a dangerous question. I’m going to be diplomatic and answer: I like all of my lovely
T
customers equally. (My favourite, you know who you are *wink*)

The Network: Do you have any tips for new exams officers for the summer 2013 exams series?
Jaspreet:	Don’t panic. It’s easier than you think. It might seem daunting at first but you’ve got lots
of help around you and after you’ve been through one summer series you’ll basically be a pro.
We’re here to help so just give us a quick call, no matter how small or silly it may seem.
The Network: What do you like to do in your spare time?
Jaspreet:

 ravelling. Not as much as I’d like but I love to go somewhere new and engross myself in the
T
lifestyle there. My experience of travelling around South Asia for three months in 2010 only
made this worse.

	Anyone who knows me knows my love for shopping (typical female), particularly high heels!
And obviously a bit of socialising. I rarely have a night of doing nothing and tend to follow the
principles of living for the weekend.

The Network is constantly looking for feedback and ideas to ensure we make this newsletter as relevant to you
as possible. If you have any contributions/ideas you would like to submit to The Network please submit these
to TheNetwork@pearson.com
...And please remember if you would like to be interviewed for the Exams Officer Q&A and receive £30.00
worth of Love2Shop vouchers please express your interest at the above email address.
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