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Introduction
The integration of learner voice is increasingly recognised as a cornerstone for fostering a responsive and equitable education system. The Welsh Government is currently engaged in a "national mission" aimed at elevating education standards and addressing persistent inequalities through transformations in school improvement, Additional Learning Needs (ALN), and the post-16 sector. 
This commitment is codified in the Tertiary Education and Research (Wales) Act 2022, which mandates the creation of a Learner Engagement Code (LEC) under Section 125. Medr is currently developing this Code, alongside Learner Protection Plans (LPP), with a strategic priority of putting the learner at the heart of the system to focus on their experience and wellbeing. 
To ensure these documents reflect practical perspectives, Medr commissioned the Learning and Work Institute to conduct a series of learner focus groups with Adult Learners. These focus groups will facilitate online discussions with learners to ensure their experiences, needs and perspectives directly inform Medr’s relatory conditions. 
The focus groups took place on the 9th and 12th December 2025. A total of thirteen current and previous Adult Learners attended these sessions.  
This report is divided into two sections to provide both a thematical overview and a detailed account of learner perspectives.

Section 1 presents a thematic summary of the key findings drawn from learner responses, highlighting the common issues, priorities, and insights that emerged during the focus groups.

Section 2 provides a question-by-question summary of the actual learner responses, capturing their feedback in a more direct and structured format.



Section 1 – Thematical Summary of Key Findings

Learner Engagement Code (LEC):

1. Current Engagement 
1.1	Feedback is currently heavily weighted towards personal learning plans and individual progress. Learners reported having little to no opportunity to shape structural elements, such as how a course is set up or managed. 
1.2 	Community-based learning settings feel more open and informal, though this rarely translates into formal decision-making power. 
[bookmark: _Toc684016317]2. Transparency and Decision-Making 
2.1	Learners often see their tutor as the only point of contact, while "big decisions" are made by undisclosed individuals higher up the chain. 
2.2	Influencing structural changes is described as a difficult, lengthy process involving multiple emails and formal justifications. 
2.3	A common frustration is that feedback often disappears without an explanation of what happened or why a change was not possible. 
3. Feedback Mechanisms 
3.1	Most feedback is informal and verbal, often through weekly or monthly chats with tutors. 
3.2	Formal feedback is usually restricted to end-of-course surveys, which many view as a "one-way street" with no response. 
3.3	Learners at larger institutions reported sometimes being "bombarded" with requests, leading to potential feedback fatigue. 
3.4	Some learners prefer formal complaint procedures because they force a specific policy timeline (3–5 working days) and a visible outcome. 



4. Areas of Learner Influence 
4.1	Practicalities: Course timing (mornings vs. evenings), flexible delivery models, and consistent, convenient venues. 
4.2	Costs: Course fees, funding allocation, and associated costs like childcare. 
4.3	Content: What is taught, group consensus on topics, and informal practice opportunities (e.g., Welsh language social sessions). 
4.4	Support: Accessibility for disabilities, assessment methods, and individual learning styles. 
5. Barriers to Engagement 
5.1	Details on how to give feedback are often "hidden" in large registration packs or written in complex, technical language. 
5.2 	Privacy Concerns: There is a reluctance to disclose personal difficulties (like neurodivergence) in group settings for fear of judgment. 
5.3	Complexity: Partnership arrangements involving multiple organisations leave learners "lost" on who is responsible for handling feedback. 
6. Vision for the Future 
6.1	The "You Said, We Did" Model: Learners want visible proof of engagement through sessions that address raised issues, concrete proposals for change, and honest timelines. 
6.2	Technological Integration: Providers should "embrace the tech," using AI for document summaries or software like Speechify to aid accessibility. 
6.3	Consistency: The hope is that the Code acts as a "blanket governing body" ensuring high-quality engagement regardless of provider size or location.





Learner Protection Plan (LPP):

7. Core Guarantees in Course Closures 
7.1	The most vital requirement is a “Seamless Transfer”. A clear pathway to finish a qualification at another "reasonable" location or online without starting over. 
7.2	Financial Security: Learners expect full refunds for cancelled courses or pro-rata refunds for partial completions, with no "hidden" fees at new providers. 
7.3	Portability: All credits and interim certificates must be formally recorded and portable to another provider. 
8. Addressing Practical Barriers 
8.1	Travel Costs: There is a divide between paid courses (where full reimbursement of new travel costs is expected) and free courses (where expectations are lower, though "data poverty" remains a barrier for those transferring too online provision). 
8.2	Childcare: If a move increases childcare costs, providers should cover the difference and ensure alternative arrangements meet high safety standards (e.g., registered). 
8.3	Accessibility: Any relocated course or transport provided must be wheelchair accessible and consider those unable to drive at night. 
9. Resource Maintenance 
9.1	Turnaround Times: IT resources or specialist software should be replaced within 3 to 5 business days; anything beyond a week is considered problematic. 
9.2	Impact of Delays: In short courses (e.g., 5 weeks), a one-week delay is "catastrophic" and leads to students dropping out. 
10. Wellbeing and Emotional Support 
10.1	Losing Community: Moving locations can sever vital social support systems; learners want access to a named liaison officer or professional counselling. 
10.2	Specialist Support: There is a noted gap in dedicated staff for neurodiverse students (Autism/ADHD) compared to support for dyslexia. 
11. Communication and Transparency 
11.1	Immediate Information: Upon a disruption, learners need the "Why" and "When," financial security details, and a list of alternative choices. 
11.2	Frequency: Learners prefer updates as soon as new information is available, or at least every two weeks, even if it is just to say they are "still waiting". 
11.3	Trusted Messengers: Tutors are the most trusted source of information. However, if the tutor is personally affected by the closure, an independent third party is preferred to avoid additional distress. 
11.4	Learners overwhelmingly prioritise public transparency of the LPP over a provider’s reputation, viewing a published LPP as a sign of a responsible, mature institution. They expect True Co-creation, meaning involvement from the "brainstorming" stage rather than just consulting on a finished draft. 
12. What Success Looks Like
12.1	Learners perceived that a successful Learner Engagement Code 	and Learner Protection Plan will move ACL from an organisation-		dictated model to a learner-led service that prioritises community 	wellbeing and ensures every learner has a guaranteed "paper trail" 	of accountability.



Section 2 – Question-by-Question Summary of Learner Responses

Learner Engagement Code (LEC):

Q1. In your current or most recent learning, have you helped make decisions that affect everyone in your course, or is your feedback mostly focused on your own personal learning plan and progress?
1.1	For most learners, feedback and decision-making are heavily 			weighted towards their own personal learning. They reported that 		their input is	primarily restricted 	to personal learning plans, 			individual progress, or choosing specific units within a pre-				determined course structure.
1.2	There is a general feeling that learners have little opportunity to 			shape the structural elements of a course or make decisions that 		affect the whole cohort. One learner explicitly noted that while they 		could pick units, they were not given the chance to "shape 			anything" or influence how the course was run.
1.3	In some settings, such as community-based learning, learners felt 		more encouraged to discuss things openly and informally. However, 		this often translates to informal verbal discussion rather than formal 		conversations about major decisions about provision.
1.4	Some learners expressed that they have not been "given the 			opportunity" to discuss anything beyond their individual 				requirements, suggesting that the current mechanisms for 			engagement do not naturally lead to collective decision-making.
In summary, while learners are active in managing their own personal learning journeys, there is a gap in their ability to influence the broader design or management of the courses they attend.
Q2. Who makes the big decisions at your learning provider (e.g., tutors, managers, local council)? Can you give an example of a time you were able to influence a major decision?
2.1	There is a perceived lack of transparency in some organisations. 			Learners noted that while they have a "point of contact", which is 			usually the tutor, decisions are often made by undisclosed 			individuals higher up the chain, making it difficult to know who is 			responsible for specific outcomes.
2.2	For many learners, the tutor is seen as the primary decision-maker 		and the main source of influence over the course. Some learners 		reported positive experiences where tutors were helpful and 			effectively guided the learning to reflect on learner experiences.
2.3	Influencing major structural decisions (such as course modules) is 		often described as a difficult and lengthy process. One learner 			successfully changed a module but only after significant 				persistence, involving multiple emails and formal written 				justifications.
2.4	Some learners felt that their feedback is dismissed or with promises 		that changes will be implemented for future students, which 			provides no benefit to those currently enrolled.

Q3. Do you get the chance to give feedback at any time during the course (when you start, during the course, and when you finish), or only at specific times?
3.1	Most learners feel they can give feedback at any time, but this 			is predominantly informal and verbal. Many mentioned being able 		to speak to their tutor weekly or monthly during class to discuss 			ideas or issues. More formal feedback is typically restricted to the 		end of a course or module through surveys and qualification 			workbooks. Some learners also mentioned "halfway" informal forms 		used by some tutors to gauge progress.
3.2	One learner, at a larger institution, reported being "bombarded" with 	multiple feedback requests—informal halfway forms, end-of-		module forms, and provider-wide surveys—suggesting a high 		frequency but potential for "survey fatigue."
3.3	One learner noted a preference for using the formal complaints 		process over general feedback, finding that raising a complaint 		through the Complaints Procedure ensured a response within 3-5 	working days.  
3.4	Discussion highlighted the importance of the learner/tutor 		relationship. Some 	learners highlighted that where tutors are 		approachable and are active in seeking feedback, learners feel 		comfortable suggesting changes or asking for what they need. 
3.5	Where feedback is given some learners highlighted that 			improvements were needed in reporting back on how that 		feedback was being used and what, if any, changes were being 		implemented. Some suggestions focused on a “You Said/We did” 	type approach.

Q4. What important types of decisions do you believe ACL learners must always be involved in?
4.1	A primary concern is the timing of courses. Learners want input into 		whether sessions are held in the morning, afternoon, or evening to 		accommodate those with full-time jobs or caring responsibilities. 		There is a strong desire for flexible delivery models. Learners noted 		that many courses lack flexibility as for example, timings and 			location had already been decided by the provider before the 			learner application stage, making it difficult for those with specific 		constraints (like childcare or work shifts) to participate.
4.2	Consistent access to a familiar or convenient venue is seen as 		important for maintaining attendance.
4.3	Given the current cost-of-living crisis, learners believe they should 	be involved in discussions regarding course fees and how funding 	is allocated.
4.4	Decisions regarding associated costs, such as childcare while 		attending evening 	courses, are highlighted as significant barriers 	that learners need help to address.
4.5	Many learners value being asked what they would like to study. 		They appreciate when tutors seek a "consensus of the group" on 		topics rather than delivering a standard course curriculum.
4.6	For certain subjects (such as Welsh language learning), learners 		want a say in creating informal practice opportunities, such as social 	activities, games, or extra conversation sessions outside of formal 	lessons.
4.7	Learners emphasised that they should be involved in deciding how 	their knowledge is assessed, ensuring that methods are fair and 		suitable for different types of learners.
4.8	Decisions regarding how a course is made accessible for those with 	disabilities or specific learning requirements are seen as vital. 		Learners want to ensure that support is tailored to individual 		learning styles.
4.9	Some learners highlighted the importance of "question and answer" 	forums within classes, where students can help one another and 		decide together how to progress.
In summary, learners believe they should have a voice in the practicalities (when, where, and how long), the content (what is taught and how it is taught), and the support structures (accessibility and assessment) of their courses.

Q5. How easy is it for you to share your views: 1) in private (one-to-one), and 2) together with other learners (as a group voice)?
5.1	In certain settings, particularly community-based learning, learners 	find it very easy to share views as a group. These sessions are 		described as "very informal" and "open," creating a safe space where 	"nobody’s answer is wrong." Much of 	the group feedback is 		handled verbally through ongoing discussions about how 	to 		progress with the course.
5.2	Learners generally know that they can speak to office staff or tutors 	about 	issues. One learner mentioned that while they know help is 	available, they would like the provider to be more proactive in 		reminding learners of these channels. For some learners, the only 	established method for sharing views is through "basic surveys," at 	the start or end of a course, which may lack the personal touch of a 	one-to-one conversation.
5.3	A major challenge identified by one learner is the "blurring" of 		responsibilities in complex learning partnerships (e.g., where a 		course is hosted by a local authority but delivered by another 		provider). Learners can feel "lost" when trying to identify who is 		responsible for specific issues. This lack of clarity makes it 			difficult to know exactly where to go to address different types of 	feedback or	complaints.
In summary, while informal group discussion thrives in community learning settings, there is a need for clearer signposting regarding one-to-one support and more transparency concerning who is responsible for handling feedback in partnerships.

Q6. When you give feedback, do you feel genuinely listened to?
6.1	Some learners did feel their feedback disappeared into a "black 		hole." They emphasised that if an organisation collects data, it 		must explain what happened as a result, or why a change was not 	possible.
6.2	The positive experiences learners discussed with us were linked to 	immediate, visible changes within their course. For example, a tutor 	making a course adjustment the following week based on a 		suggestion. Learners feel most listened to during one-to-one 		conversations with tutors. As one learner stated, in a direct 		conversation, the staff member "has to answer," ensuring a level of 	accountability. In contrast, end-of-course surveys are often seen as 	a one-way street. Learners told us that while they submit these 		forms, they rarely receive any personal feedback or 			acknowledgement in return.
6.3	Some learners reported that in some instances their feedback has 	been received positively by tutors who want to action change. 		Decision making for many issues, however, happens at a higher 		organisational/institutional level, and this means that learners have 	felt that their engagement is not at a level where they can influence 	change. 
6.4	Learners emphasised that their "voice" needs to reach beyond the 	classroom. They want their real-life experiences to influence 		strategic decisions and management and reach wider, where 		feedback is linked to external organisations, such as awarding 		bodies (e.g. Agored Cymru) or professional councils, to address 		systemic issues.



Q7. How did you first find out about the different ways to share your thoughts and influence decisions at your provider?  
7.1	Some learners stated that often information about feedback 		channels is "hidden" within a large pack of paperwork during 		registration. It was highlighted that for those learners 			who don’t have English or Welsh as their first language,			navigating long, sometimes complex, documents can be 			particularly difficult, and technical language makes it hard for them 	to understand their rights. Learners felt they wanted clear and 		concise information from providers.
7.2	There is a strong feeling from the learners we spoke to that 		feedback channels	should be explained verbally by tutors during 	induction or onboarding, with supplementary information in sign-up 	documents.
7.3	Some learners shared that their engagement with feedback routes 	is influenced	by their tutor reaching out proactively and asking how 	provision can be improved.  
7.4	Many learners rely on their own initiative or past experience to know 	they can speak to office staff, rather than being officially told about 	these options by the provider.
7.5	One learner noted a frustrating irony: smaller, community-based 		free courses often seek out feedback and ideas constantly, whereas 	larger institutions were perceived as more remote. The learner 		specifically mentioned a "massive" issue with enrolment where they 	were not asked for feedback on how the process could be 		improved. Beyond the immediate tutor, there is a perceived lack 		of visibility from senior leaders/decision makers.
In summary, providers should plan to have a clear explanation at the start of each course on their approach to getting learner feedback and how it will be used. Communication should be clear, simple and accessible, and senior leaders/decision makers should be visible in the process. 



Q8. Are there any barriers that make it hard for some learners to share their views (e.g., reading skills, internet access, impairments for disabled people)? What support should your provider offer to make sure everyone can have their say?
8.1	A significant barrier identified by the learners is the reluctance 			to disclose personal difficulties or disabilities (such as 				neurodivergence) in a group setting. Learners often fear being 			judged or even "penalised" for their feedback if it is not handled 			discreetly. Learners with conditions like ADHD or dyslexia can 			find traditional written feedback methods or long documents 			difficult to engage with, leading to a lack of participation. There is a 		strong recommendation that feedback opportunities, especially at 		the start of a course, should be conducted one-to-one rather than in 		groups. This allows learners to share their needs and views in a safe, 		private environment.
8.2	Learners suggested that providers should "embrace the tech" to 		improve accessibility. Specific examples included:
· Using software (like Speechify) that can read documents aloud in engaging or customisable voices.
· Using AI tools to break down long, complex PDFs into manageable summaries to help learners stay engaged and informed.
By proactively offering these technological aids, providers can 		make it easier for all learners to have their say without the learner 	having to explicitly "admit" to a struggle every time.
In summary, the transition from group-based to private, one-to-one communication and the integration of assistive technology are seen as the most effective ways to remove barriers to engagement.

Q9. If you want to use Welsh to give feedback or get information, is that easy? Do you feel disadvantaged or delayed if you choose to use Welsh?  
9.1	While some of the Learners were Welsh speakers and Welsh Language 	learners, unfortunately, none had any experience of requesting 			information or giving feedback through the medium of Welsh.

Q10. Is there a specific person or team at your provider whose job it is to help with learner engagement? Are they easy to find and talk to across all your learning locations?
10.1	There were mixed feelings from the learners we spoke with, and 		they perceived a significant difference in learner engagement 		based on the size of the provider. 
10.2	For some of the learners we spoke with, the tutor remains the 		primary, and often 	only, point of contact for engagement and 		feedback. Many learners reported that they do not see evidence of 	a wider team; instead, they rely on the tutor’s 	approachability and 	awareness of available support. 
10.3	Other learners indicated that larger providers are seen to have clear 	"learner voice" streams, such as Students' Unions or dedicated 		support teams for disability and academic issues. Conversely, 		smaller providers are viewed as lacking this infrastructure, with staff 	often focused on delivery rather than managing ongoing 			engagement.
10.4	Several learners noted that engagement teams are not visible 		unless you are actively searching for them. One learner explicitly 	stated there were "none" in their experience, while others 			mentioned that staff do not "come forward" to introduce themselves 	or their roles.  Even when providers are aware of systemic 	issues 	(such as significant enrolment errors), they were criticised for 		not proactively reaching out to learners for feedback on how to 		improve those specific processes.
10.5	In a partnership or where provision is commissioned from another 	provider, learners reported needing more clarity in the processes 	and responsibility for collecting and actioning feedback. 
10.6	While some learners with specific needs (such as chronic illnesses) 	know where 	to go for personal support, there is much less clarity on 	who is responsible for organisational improvement or addressing 	broader learner concerns.
10.7	One learner felt that community courses, which were free to access, 	 were more committed to seeking out feedback than larger, fee-		based college courses, which they perceived as being focused on 	more formal and structured feedback once the course had started.

Q11. What specific things (e.g., better facilities, faster responses, changes to course planning) would show you that learner engagement is working well at your provider?
11.1	Learners identified that learner engagement works well when clear 	mechanisms for feedback and involvement are in place and that 		there are clear and transparent responses explaining follow-up 		actions and decision-making.
11.2	One learner spoke about the ‘You Said, We Did’ approach. Key 		elements learners mentioned were:
· Following a feedback period, providers should hold sessions specifically to address what was raised.
· Learners want to see concrete ideas and proposals on how the provider intends to implement changes.
· Even if changes cannot be made at all or in the short/long term, learners appreciate open decision making.
· Seeing that issues are being "addressed and progressed" builds a level of transparency that makes learners feel truly heard.
11.3	Some learners told us that the ultimate indicator of a successful 		system would be the success of the students themselves (e.g., 		passing the course). A high completion/retention rate is seen as a 	sign that the provider is listening to needs and supporting learners 	effectively.
In summary, the transition from collecting feedback to actively communicating the actions demonstrates that engagement is working.


Q12. Can you share a recent, clear example where learner feedback led to a real, visible improvement or change? If nothing changed, why do you think that was?
12.1	One clear success story a learner told us about involved Welsh 		language learners. Feedback indicated that students wanted more 	informal, unscripted ways to practice their Welsh rather than just 	extra formal classes. In response, the provider reduced the number 	of formal Saturday classes and introduced Friday afternoon 		activities such as quizzes, board games, and informal chats.
12.2	Learners highlighted that often they do not know why a change 		hasn’t 	happened. They are frequently told issues are being "passed 	on," but without further updates, it feels to them like a tactic to avoid 	addressing the problem.
12.3	Providers were criticised by some learners for starting courses and 	then cancelling them three weeks later due to low enrolment. 		Learners felt that if numbers were an issue, the course should never 	have started, rather than disrupting learners who are engaged once 	the course has started. 
12.4	Another learner raised issues like I.T. maintenance appearing to 		be stuck in administrative loops between local offices and higher 	management, leaving frontline staff and learners powerless.

Q13. The Code requires feedback to be 'Evaluated.' After a change has been made because of feedback, does your provider tell you if the change worked?
13.1	A common experience that was identified by learners is that formal 	feedback, such as that recorded in "Agored books" or end-of-course 	surveys, receives no response.
13.2	Learners reported providing detailed reasons for disappointment or 	suggestions 	for improvement for several years without ever being 	contacted or seeing a change.
13.3	Many learners simply answered "No" when asked if they are told if a 	change worked, suggesting that the "evaluation" phase of the 		feedback loop is often missing in practice.
13.4	'You Said, We Did' Campaigns: Learners highlighted the "You Said, 	We Did" model as a highly effective way to demonstrate that 		feedback has been evaluated and acted upon. This campaign style 	allows learners to see a direct link between their voice 			and any resulting action.
Learners highlighted this model’s value as it focuses on 			issues identified by the learners themselves, rather than those 		prioritised by the leadership of the institution.
13.5	In some cases, learners told us that individual tutors provide 		informal updates on the feedback process. One learner mentioned 	a tutor who shared the main issues raised in a mid-module form and 	explained where feedback had been referred onto. Some learners 	highlighted that in some instances, when tutors have			communicated feedback that has been actioned, they haven’t 		always felt the impact of any change.

Q14. Imagine Medr visits your provider to check if the new rules are being followed. What are the most important things they should look at or people they should talk to, to know if engagement is really working?
14.1	Learners consistently identified the tutor as the primary point of 		contact. Tutors are seen as being "caught in the middle" between 	the provider’s administration and the students' needs, giving them a 	unique perspective on whether engagement is actually working.
14.2	It was strongly emphasised by learners that Medr must ensure that 	feedback is 	captured from a range of learners to ensure feedback 	on a range of lived experiences is captured. They should actively 	seek out a diverse sample of learners, including:
· Those with learning difficulties.
· Those with caring responsibilities.
· Students from diverse backgrounds.
14.3	Learners highlighted that Medr should observe first-hand how 		questions are asked and how feedback is handled on the ground, 	rather than just reviewing 	top-level reports.
14.4	Some learners suggested that engagement should be embedded 	at different stages of the learner journey. One learner suggested 		sampling views from both the beginning and the end of a course, 	noting that feedback at the start might be limited until learners have 	had time to engage with the provider. 
14.5	Learners also told us Medr should look for evidence of how a 		change made for one student or group has affected others. This 		"ripple effect" can be a key indicator of systemic engagement.
14.6	Rather than a surface-level overview, learners suggested a targeted 	"sample" approach to avoid "overdoing it" while still getting a 		representative view of the learners' experiences.
In summary, the learners we spoke to believe that direct, diverse, and grassroots-level observation and engagement with both learners and tutors is the only way for Medr to truly know if the Engagement Code is being followed effectively.

Q15. How will you know that Medr’s checking process is making things better for ACL learners? What immediate signs would you look for?  
15.1	Learners would like to see a formal confirmation that their feedback 	has been received, rather than relying on verbal assurances. There 	was a suggestion for a consistent, "paper trail" based system for 		replies to ensure that feedback isn't lost and is being formally 		considered.
15.2	A significant concern raised is that even when learners provide 		feedback on a course, the tutors themselves often don't see the 		results. An effective system would ensure that feedback is shared 	with the relevant staff so they can understand their impact, make 	improvements and communicate with learners.
15.3	Learners would like to hear directly from their tutors about what 		happened to their feedback (e.g., "I passed your feedback on, and 	this was the response").
15.4	Learners told us they are wary of feedback that is simply numerical 	reports (e.g. “number of open issues, number of issues closed). They 	argued that statistics alone do not show if a learner was actually 		satisfied, or if the issue was meaningfully resolved. The learners 		understand that not all feedback can be acted upon. They want to 	see the reasoning behind why certain suggestions were not 		implemented, rather than seeing an issue marked as “closed”. 
15.5	Some learners suggested that they would like to see Medr’s reports 	or detailed feedback data before choosing to attend a course with a 	specific organisation. This would allow them to judge a provider’s 	responsiveness and engagement culture in advance.



Q16. Your provider must sign a formal report every year saying they follow the Code. Do you think Medr should ask learners directly to confirm this statement is true? If so, what is the best way to do that?
16.1	There is broad agreement among learners that Medr should ask 		them directly to confirm whether the provider is following the 		Learner Engagement Code. Learners highlighted that this should be 	presented as a specific, standalone request so that its importance is 	clear.
16.2	The process should be straightforward. Suggestions included:
· A simple score out of 10 to rate the provider's performance.
· A "tick-box" where learners can quickly indicate if engagement is working or if there is room for improvement.
16.3	It was noted that organisations should not just state that they have 	implemented changes; they should be able to demonstrate exactly 	how the initial learner feedback was raised and 				the subsequent steps taken to action it. This level of transparency 	would allow Medr to verify the annual report against evidence.
In summary, learners welcome the opportunity to act as a "check" on their provider's claims, provided the process is visible, simple to use, and focused on transparent evidence of action.

Q17. The Code is the rulebook. How should you, as ACL learners, be able to interact with the Code itself?
17.1	Learners expressed a strong interest in being involved in 			the initial drafting of the Code. There is a clear expectation that the 	"rulebook" should not be created in isolation but should include the 	voices of those it is designed to protect from the very beginning.
17.2	For the current draft, learners suggested that they should be able to 	 provide feedback through simple, accessible channels, such as a 	dedicated email address for comments.
17.3	Rather than a static set of rules, learners believe the Code should 	be a "living document." They suggested that it should be capable of 	being adapted by individual providers based on the specific, 		ongoing feedback of their own learner cohorts.
17.4	There was unanimous agreement among the learners that the 		Code requires regular, formal reviews (e.g., every 3 to 5 years). This 	would ensure the rules remain relevant and effective as the adult 	community learning landscape changes.
17.5	Learners emphasised that they—not just the providers—must be 		central to the review process. They want to ensure that any 		assessment of "how it's going" includes direct input from learners to 	verify if the Code is having an impact.
In summary, learners want the Code to be transparently co-created, regularly reviewed, and adaptable, with a permanent and meaningful role for learners in governance and revision.

Q18. What is your main hope for what this new Learner Engagement Code will achieve for you and other ACL learners?
18.1	The most frequently mentioned hope is for consistency across 		provision. Learners currently feel that the quality of engagement 		and support varies significantly between different providers. They 	hope the Code will:
· Ensures everyone is aware of their rights and the support available.
· Regulates how all providers interact with and listen to their students.
· Creates a similar, high-quality experience regardless of where a person chooses to study.
18.2	One learner hoped the Code will lead to greater diversity. There is a 	concern that certain groups remain underrepresented because they 	lack the opportunity to voice the specific struggles and issues they 	face. By formalising engagement, they hope the Code will:
· Provide a platform for underrepresented groups to be heard.
· Identify and remove the barriers that prevent diverse cohorts of learners from succeeding in higher-level learning.
18.3	Learners want the Code to move beyond "tick-box" exercises and 	lead to genuine impact. Their hopes include:
· Ensuring that their opinions on course improvements are not just collected but actively valued and actioned.
· Seeing their feedback result in tangible changes to how courses are delivered and managed.
In summary, the overriding hope is for a more regulated, consistent, and inclusive learning environment where the learner's voice has the power to drive meaningful change across all types of providers.

Q19. If the Code is completely successful, how do you think the experience of a typical ACL learner will be different in five years' time?
19.1	The primary hope is for a shift in how courses are created and 		delivered. Learners want to move away from a model where 		providers direct the curriculum and learning environment. 
Instead, they envision providers actively responding to the 		needs and preferences of the community. Learners see a 			successful Code as a gateway to better mental health and social 	integration, particularly for older adults. They envision a future 		where:
· Current learners feel confident and proud to recommend adult education to friends and peers.
· The learning environment is seen as a vital tool to combat isolation, encouraging people to "get out there" and stay active.
· There was a strong sense of agreement among the group that the social value of learning is as important as the educational outcome.
19.2	One learner expressed the hope that the improvements in 		education and engagement would ultimately lead to more learners 	being able to translate their learning into better financial and 		professional opportunities.
In summary, a successful Code is seen as one that transforms adult education into a proactive, learner-led service that prioritises community wellbeing and delivers tangible life improvements.

Q20. If Medr publishes examples of good practice in engagement, what's the best way for you to see or hear that information (e.g., posters, videos, community announcements)?
20.1	Several learners emphasised that good practice reports and 		feedback mechanisms should be available before they sign up or 	pay for a course. They want to know a provider is responsive and 	listens to students as part of their decision-making process.
20.2	Information on how to give feedback and examples of successful 	engagement should be included in the course or curriculum 		overview so 	learners can use this to help with decision-making.
20.3	Regular updates should be visible across campuses and learning 	venues, for example, through leaflets, posters, and announcements 	at least once a year.
20.4	Learners suggested using LinkedIn and other social media 		platforms to 	share 	success stories, noting that Welsh Adult 		Community Learning organisations currently seem "behind the 		curve" in this area.
20.5	Emails and newsletters were cited by some learners as effective 		ways for providers/Medr to communicate.
20.6	A central hub on the Medr website for case studies would be valued 	 by the learners we spoke to. This would allow prospective students 	to research which providers are genuinely responsive to learner  		needs before they commit to a course.
20.7	Learners feel that seeing examples of good practice is seen as a 		way to encourage more people to take up adult education.
20.8	There is an expectation from some learners that Medr should 		provide the materials (videos, posters, etc.) to the providers, who 		then have a responsibility to "filter that down" to their specific 		learner groups.
20.9	If Medr conducts regular reviews (e.g., every three years), these 		sessions are 	also seen by learners as ideal opportunities to share 	examples of what is working well elsewhere.

Q21. What is the one most important thing about this Code that ACL learners need to know, and what is the best way for Medr to tell people about it?
21.1	The single most important aspect of the Code for learners we spoke 	 to is the assurance that a formal framework exists to handle their 	feedback and input. Learners want to know that there is a structured 	 process similar to a "complaints policy" which ensures that when 	feedback is given, it is followed by a specific, mandatory set of 	actions.
21.2	Learners need to be confident that they are not just "saying stuff for 	the sake of saying it." The existence of the Code provides the 		necessary guarantee that their voice has a functional purpose and 	will result in tangible outcomes.
In summary, for the Code to be successful, learners must be aware that it transforms their feedback from a casual suggestion into a formal, tracked, and action-oriented process.

Learner Protection Plan (LPP):

Q1. If your course had to close, what is the single most important guarantee your provider must offer to ensure you can complete your qualification?
1.1	The most common requirement, learners told us, is a clear pathway 	to finish the qualification without starting over. Learners expressed 	that the provider must ensure an immediate and seamless transfer 	to another institution that offers the same qualification. Also, they 	should guarantee that the new course or provider covers the same 	modules so that previous work remains valid and finally, if a transfer 	is required, the new location must be "reasonable" to travel to, or 	an online alternative must be provided.
1.2	Learners expressed that they are deeply concerned about the 		financial implications of a course closure. They highlighted that if 	the course cannot be finished, a full refund of fees is expected. If 	partially completed, a refund for the remaining portion must be 		guaranteed. Along with some commitment that they as learners will 	not have to pay "hidden" or additional fees to a new provider to 		complete their studies.
1.3	Learners feel that "being left in the dark" is a significant risk. 		They identified both adequate notice of a potential closure to allow 	for planning and a specific person or team whose sole job is to help 	displaced learners find alternatives, rather than leaving them to 		navigate the situation alone.
1.4	Learners expressed they would also want a guarantee that all 		credits earned up to the point of closure are formally recorded and 	"portable" to any other provider, and access to any interim 			certificates that they have achieved.

Q2. If the LPP means you must travel to a new centre, should the provider handle the unexpected cost of transport and/or parking? If so, should they offer a lump sum, monthly payments, or cover the full cost directly?  
2.1	The Learners we spoke to have a notable divide in expectations 		based on whether a course is paid or free. Learners would expect a 	full reimbursement of additional travel costs if a paid course were 	moved. Although some learners have lower expectations for 		reimbursement on ‘Free’ courses, and because the course is 		funded, learners would often assume that the session would 		simply be cancelled by the provider rather than relocated.
2.2	Despite the lack of tuition fees for ‘Free’ courses, other learners 		argue that the provider should cover travel costs because, even for 	free courses, learners invest their time and make personal 		arrangements (like school runs). Learners often choose courses 		based on location; moving the course increases the "cost" of 		participation in terms of time and travel expenses. For those on low 	incomes, one learner said that the cost of “two bus fares to a new 	location” can be a literal barrier to continuing their education.
2.3	When asked how costs should be handled, learners suggested 		providing bus vouchers to ensure students can physically get to the 	new site. In some cases, providers could provide transport directly 	from the original site to the new location. 
2.4	Learners we spoke with acknowledged that providers may not be 	able to fund 	everything at once but would expect the providers to 	"talk to people" and find a middle ground or a "fair help" towards the 	situation.
2.5	Learners pointed out that "cost" is not just financial, there are other 	barriers that 	some learners face that could be introduced when a 	course changes location 	such as any provided or suggested 		transport must be wheelchair accessible. 	
2.6	Learner specific issues also need to be considered with learners 		giving an inability to drive at night or the lack of public transport in 	rural areas (e.g., Monmouth) as examples that can stop people from 	learning entirely.
2.7	It was also expressed by the majority of the learners we spoke to 	that many ACL learners choose community settings because they 	feel "comfortable and confident" there. Moving from a familiar 		school environment to a large, "unknown" college or university can 	trigger anxiety and lead to learners dropping 	out, even if transport is 	provided.

Q3. If you rely on the provider or centre for structured childcare, and a closure forces you to seek new arrangements, what specific financial or administrative support should the provider offer for this new childcare cost?  
3.1	A primary concern highlighted by learners is that a change in 		location or schedule often leads to increased childcare fees. 		Learners suggested that if a new childcare arrangement is more 		expensive than the original one, the provider should cover the extra 	cost. Providers should also match any existing subsidies or childcare 	grants that were being paid at the previous site to ensure 			the transition is "like for like" for the learner's finances.
3.2	One learner advocated for "100% support" for childcare, treating it as 	 a fundamental requirement for learners to stay on the course.
3.3	Learners emphasised that what should also be taken into 			consideration by providers is that childcare is a deeply personal and 	sensitive issue, and suggested that some learners 				would benefit from support, such as:
· Providers should hold one-to-one discussions with learners to understand their specific needs and the childcare arrangements they already trust (e.g., a specific nursery or registered carer).
· Any alternative childcare support suggested by the provider must meet high standards, specifically referencing organisation registration to ensure child safety and quality.
3.4	There is a strong call by the learners for providers to consider 		individual preferences and the vulnerability of children when 		proposing changes, rather than applying a "one-size-fits-all" 		solution.
In summary the prime goal for providers should be to find a "suitable and comfortable" arrangement for the child, not just the most convenient one for the institution. Financial support should ensure that the learner is not out of pocket as a result of a closure they did not cause.

Q4. If your course materials (e.g., specialised software, IT resources) are lost or made inaccessible due to a significant change or disruption outside of your control, what is the shortest time you would consider acceptable to replace those resources before it severely affects your ability to learn?  
4.1	Learners expressed they would generally expect a quick 			turnaround to prevent falling behind in their studies. The suggested 	timelines include 3 to 5 business days was cited as a "strict" but 		reasonable expectation for I.T. equipment to be replaced or fixed 	(allowing for delivery services like Royal Mail).
4.2	Most learners agree that resources should be restored within one 	week. 	Anything beyond a week and a half is considered 			problematic.
4.3	Learners highlighted the severe consequences of extended delays. 	Cases where delays stretched from weeks into months led to 		"student fall off," where learners 	dropped out of the course entirely 	because they could no longer keep up.
4.4	The "acceptable" time depends heavily on the length of the course. 	For a short 5-week course, being without resources for a week is 	“catastrophic”. For a year-	long course, learners may be more 		flexible if there is other content, they can work on in the meantime.
4.5	One learner shared a specific experience regarding physical 		"resources" (specifically lift access) where a disruption for one week 	might be understandable if it is an oversight. But allowing access 	issues (like a broken lift in a new building) to persist for "several 		weeks" was deemed completely unacceptable and highlighted a 	lack of consideration for students with mobility needs.
4.6	Learners discussed if specific software or resources are missing 		from a course, and they agreed that generally learners are open to 	providers "rearranging how the course is delivered" for a short 		period, provided there is a clear plan to solve the issue.


Q5. Beyond just course replacement, what emotional or well-being support (e.g., one-on-one counselling, dedicated welfare staff) should be included in the LPP, and who should be responsible for delivering it?
5.1	Learners strongly believe that general support is insufficient in 		these areas. They identified the need for having a specific, named 	individual (such as a liaison officer) that students can contact 		directly to navigate the emotional impact of changes.
5.2	A significant gap was identified by learners in support for 			neurodiverse students. Learners highlighted that while dyslexia is 	often covered, there is a lack of dedicated staff to support those 		with Autism or ADHD.
5.3	For well-being services to be effective, learners outlined that 		providers must understand the "lived experience" of their students. 	This includes knowing if students are from specific backgrounds, 	such as care leavers, refugees, or asylum seekers. Understanding 	the day-to-day challenges of these groups so that when a 		disruption occurs, the provider can "relate" and offer context-		appropriate support.
5.4	There is a split in opinion on who should deliver this support some 	learners prefer dedicated welfare officers to ensure professional 	standards. Others highlighted that they already have strong 		relationships with their tutors. They suggested that tutors could be 	trained (via short courses) to provide initial wellbeing support, as 		they are often the first point of contact and the person a learner 		already trusts.
5.5	Learners pointed out that "course replacement" does not address 	the loss of a 	support system. If a closure forces a move to a new 	location, the LPP must account for the emotional toll of losing a 		newly established community of peers and friends. For some 		learners, moving to a new location or time for their course 	can sever 	social support systems and friendships, possibly necessitating 		access to professional counselling.
Q6. Immediately after a significant change or disruption outside of your control is announced (e.g., course closure pending), what three pieces of information do you need first, and in what format?
6.1	Learners identified several information priorities, which can be 		grouped into three main categories:
· The "Why" and the "When"
· A clear explanation of the change or disruption.
· What the provider is doing to resolve the issue.
· Specific dates for when everything will be resolved or when the next steps will occur.
· Financial and Learning Security 
· For paid courses, learners want to know exactly when they will receive a refund.
· Confirmation that the work already completed (e.g., specific modules or credits) is valid and will transfer to a new course or provider.
· A clear list of choices, such as alternative courses, relocation, or the option to withdraw, including how to access each one.
· Support and Contact
· A specific person or "designated department" that learners can contact about concerns or for help making a decision.
· A communication point to return to if the new plan also fails.
6.2	Learners strongly emphasised that information must be provided 	through multiple channels to ensure everyone is reached. There is 	no "single" correct format, but rather a requirement for a multi-		platform approach: Direct emails and provider social media updates. 	Posters within the provider and specific departments and 			communication directly through Learner Champions/student chairs 	or department heads.



Q7. The regulator (Medr) requires the LPP to be 'co-created' with learners. Does this mean you expect to be asked for input before the plan is written (Co-creation), or do you expect to review a draft plan once it is mostly finished (Consultation)?  
7.1	Learners drew a very clear distinction between these two terms. 		True co-creation means involving learners from the very beginning, 	starting at the "brainstorming" stage. If a plan is mostly finished 		before learners see it, they feel 	it is merely a "consultation." They 	argued that the further along a plan is, the less control they 		have. They want to avoid being asked to simply "stamp with a 		few tweaks."
7.2	Learners told us they want to be part of the actual development 		process so they can "help develop" the plan and have a voice in the 	"whole thing."
7.3	There was a strong preference from the learners for plans to be co-	created at the course level rather than being a generic 			organisational template:
7.4	Learners noted that the economy, learner demographics, and 		individual needs change constantly. Because "not every student is 	the same," learners require different levels of protection. A plan co-	created for a specific course is seen as more effective than a "one-	size-fits-all" approach.
7.5	The group discussed whether free and paid courses should 		have different levels of protection. One learner questioned if free 	courses without formal qualifications should have a "lighter" or more 	informal plan. The counterview which the majority supported, was 	that the standard of care should be the same regardless of cost. 		Learners argued that since students are committing their time and 	someone (the government or an employer) is paying for the 		course, every learner deserves the same high level of protection.

Q8. If all communication about the LPP and your transfer options needed to be online, what digital support would need to be guaranteed to ensure no learner is disadvantaged?  
8.1	Learners pointed out that digital information is only useful if the 		hardware is accessible. If a learner does not have a laptop or tablet, 	the provider should be 	responsible for providing the necessary 	hardware to ensure they can access the information.
8.2	Even if communication is primarily online, learners suggested that 	providers should maintain physical locations (like a campus library 	or community centre) where learners can go to use computers 		and access the internet.
8.3	A major concern for ACL learners is "data poverty" and poor 		connectivity. Learners’ suggestions to mitigate this included 		providing learners with data bundles or pre-paid dongles to ensure 	they can afford to stay online. Although the question focused on 		digital support, some learners argued that a "safety net" of paper-	based information or telephone support must remain for those in 	areas with no signal or for those who cannot use digital tools.
8.4	Learners highlighted that having a device is not the same as being 	able to use it effectively. They highlighted that providers should 		provide access to a "digital helpdesk" or a named person who can 	walk them through the online portals. Short, accessible workshops 	on how to use the specific platforms where the Learner Protection 	Plan and transfer information are hosted.
8.5	Learners strongly recommended that the format of the online 		information itself 	must be inclusive. Information must be easy to 	read on a smartphone, as many 	learners rely on phones rather than 	computers. Digital content must be compatible with screen readers 	for visually impaired learners and available in plain English (and 		Welsh) to support those with lower literacy levels or English as a 		second language.

Q9. Who is the most trusted person or group to deliver sensitive information about the changes and the LPP? (e.g., your course tutor, the principal, a learner representative/student union, or an independent third party?)  
9.1	For many learners we spoke to, the tutor is the most natural and 		trusted source of information. Learners value hearing from a 		"familiar face" they have worked with, sometimes for years. They 		trust that the tutor understands the specific course context and 		"knows what they are talking about". There was a wariness of 		high-level officials and some learners suggested that they often 		provide "spiel" that feels disconnected or insincere.
9.2	Other learners expressed a preference for neutral or peer-led 		communication. Some learners feel a third party is more trustworthy 	 because it removes the fear of repercussions. Even when told 		feedback is anonymous, some learners still 	"hesitate" to be honest 	with authority figures. Representatives are seen by some learners as 	being "best placed" to communicate with the cohort in a way that 	is relatable and understandable.
9.3	There is a consensus between the learners that the messenger 		should match the scale of the issue. Provider-wide issues should be 	delivered by a senior member of the provider to show the 			seriousness and scope of the situation. Where specific course issues 	should be handled by someone closer to the students, such as a 	tutor or support staff.
9.4	Learners highlighted a potential major risk in using tutors when the 	disruption affects the tutor personally. If the tutor is being made 		redundant or is ill, they are also in an "emotional situation". In these 	specific cases, an independent third party or separate manager is 	preferred to ensure the message is delivered clearly and to protect 	both the learners and the departing tutor from additional distress.

Q10. How should the LPP explain the expected final outcome of the protection process? Should it provide a clear commitment through a series of guaranteed options, or just the process for finding solutions?  
10.1	There was a strong desire from the learners for the LPP to 			provide high levels of detail rather than vague promises. Learners 	expressed that detailed outcomes ensure everyone is clear on what 	to expect, leaving "no way for anybody to run" from their 			commitments. One learner emphasised that they want to 			know "definitely" that "this is going to happen, then this is going to 	happen."
10.2	Learners suggested that the most effective way to explain 		outcomes is through a structured "guide" or "outline" The plan 		should list different potential "scenarios" (e.g., course closure, tutor 	illness, venue loss) and clearly state what the specific outcome or 	"best course of action" would be for each.
10.3	Outcomes should be presented as clear, bullet-pointed lists so they 	are easy to digest at a glance for learners.
10.4	While some learners want every detail, others suggested a more 	balanced approach. One learner suggested a "rough guide" so 		students can get a general idea without being overwhelmed by 		excessive text. The plan should explicitly state that the outcomes 	were determined following "due consultation" with the public and 	learners, which builds trust in the final decisions.

Q11. If the LPP is running and your situation hasn't been fully resolved, how often would you like a formal update on the progress of the plan, and through what medium (e.g., weekly email, bi-weekly public notice, or only upon request)?  
11.1	Learners emphasised that "radio silence" is a significant source of 	anxiety. Their preferred avenue of communication would be 		receiving an update as soon as the provider receives any new 		information ("When they get an update, we'd like an update"). A 		common suggestion was a formal update every couple of weeks. 	Learners stated that the very first announcement of a crisis should 	clearly define exactly how often future updates will be sent.
11.2	A key discussion with the learners identified that an update is 		valuable even if there is no new resolution to report. Learners want 	to be kept in the loop to reduce uncertainty. Learners want to know 	if the provider is "still waiting on a response" or where exactly they 	are in the process. Regular, even "empty," updates help manage 		learners' anxiety by confirming they have not been forgotten and 	are still being "included in things".
11.3	Learners are wary of automated or impersonal communication. 		There was a strong preference for feedback that feels specific to 	the individual's situation, rather than a "generic email sent to 		everybody". Updates must be "really clear" so that learners know 	exactly what is going on at each stage.
11.4	The consensus from the learners was for a multi-channel 			approach initiated as soon as a crisis begins. Emails 				were frequently cited as the primary method for personal updates 	and social media or public notices for general institutional updates.

Q12. Who should be responsible for sending these progress updates—someone at the provider, or someone independent?
12.1	The majority of learners feel that the provider should remain the 		primary source of information, specifically through the course tutor. 	Learners have a pre-existing relationship with their tutor. They "get 	to know them" over weeks or years, which makes the tutor a more 	trusted and comfortable messenger than a 	stranger. There is a 	general expectation from the learners that the provider responsible 	for the course should be the one communicating the solution.
12.2	While "independent" updates were discussed, learners expressed 	significant caution with this approach. Learners questioned who 		these third parties would be and where they would "come out of 		nowhere" from. If a third party is not already known or trusted by the 	learners, their updates may be viewed with suspicion or confusion.
12.3	Interestingly, learners suggested a hybrid approach where Medr		plays a visible but distinct role. Learners want to know that Medr is 	"keeping an eye" on how the provider is handling the process.		Medr was likened to an Ombudsman. Learners suggested that while 	 the tutor might deliver the daily updates, the information should 	include clear signposting to Medr if students are unhappy with 		the provider's progress. Having an "outside body" involved provides 	a level of security that the provider is not acting solely in its own 		interests.

Q13. How do you define success for the LPP? What single measure would tell you the plan has been completed properly?
13.1	For almost all learners we spoke to, the single most important 		measure of success is the ability to finish what they started. Success 	 is defined as the learner still being able to obtain the certificate or 	qualification they initially signed up for, regardless of the disruption. 	The plan is only considered successful if the issue is rectified 		quickly enough that the learner does not lose significant time or 		motivation.
13.2	Although the learners did highlight that success is not just about 		finishing, but about the quality of the alternative provided
13.3	The replacement course or provider must be of a similar standard. 	Learners would consider the LPP a failure if they were moved to a 	course that felt inferior or did not cover the same specialist 		material.
13.4	One learner noted that success includes the "feeling of being 		looked after." If a learner feels supported throughout the chaos, they 	are more likely to view the outcome as a success, even if the 		logistics were difficult.
13.5	Learners acknowledge that sometimes things go wrong that cannot 	be fully fixed. In these cases, success is measured by effort. A 		successful LPP is one where a learner can see that "everything has 	been done that potentially could have been done". One learner 		described success as reaching the end of the process and feeling 	that "people were trying," rather than feeling abandoned by the 		provider.
13.6	A successful plan is one that retains the cohort. If a significant 		number of students drop out following a disruption, the LPP is seen 	as a failure. Success means the provider has managed to keep the 	group together and focused on their learning goals.

Q14. Approved LPPs must be published publicly on the provider’s website. How important is this public transparency to you, compared to the risk that this public information might damage the provider's reputation?  
14.1	Learners overwhelmingly prioritised public transparency over the 	protection of a provider's reputation. The consensus was that 		potential and current learners have a right to understand the risks 	and protections associated with their education before committing 	time and money. Publicly publishing the Learner Protection Plan 		(LPP) holds the provider to a higher standard of accountability. If the 	plan is hidden, learners fear it can be more easily ignored or altered 	during a crisis.
14.2	Learners viewed the publication of an LPP not as a sign of weakness, but as a 	sign of strength and maturity for the provider. Far from damaging a reputation, many learners argued that seeing a  clear, well-thought-out protection plan actually increases trust. It demonstrates that the provider is responsible and has "pre-empted" potential issues. Learners noted that the damage to a reputation would be far worse if a course closed and it was discovered that no plan existed, or that the plan was being kept secret.
14.3	Transparency was linked directly to the ability of a learner to make 	an informed 	decision. Public LPPs allow learners to compare how 	different institutions look 	after their students. For learners with 		specific needs (such as those requiring childcare or specialist IT), 	seeing the LPP publicly helps them assess if the provider is a safe 	"investment" for their future.
14.4	While acknowledging that a provider might fear negative PR, 		learners suggested that if every provider is mandated by Medr to 	publish their LPP, the "stigma" disappears because it becomes a 		standard industry requirement rather than a sign of a struggling 		institution.
14.5	The learners suggested a LPP should be written in a way that 		explains it is a "preventative safety net," much like an insurance 		policy or a fire safety plan, which does not imply that an emergency 	is imminent.
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