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McDonald’s offers literacy and numeracy training to all its employees. The response has been very enthusiastic and employee turnover has dropped to its lowest ever level. A constant review of the programme ensures that it meets its users’ needs.
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‘At the outset, we wanted to offer an extra benefit to employees and to help them develop skills to further their role with McDonald’s or beyond, but we had no idea how popular it would be. At first we thought people would want a confidential service – but when we trialled it, we found that wasn’t important to our employees; being able to access the programme at work, and discuss it with colleagues, was. So we use an online system which can be accessed from every crew room. A key element which makes the programme so successful is the use of e-tutors to encourage and support learners. The programme helps build learners’ confidence so they are ready to undertake further training and progress in their careers.

Business fit is the key as well as ensuring buy-in from the senior management team. Marketing is also critical –making learners aware of the opportunities available to them in ways which will attract them. Once a programme has been legitimised by senior management and the marketing and communication is right, it’s comparatively straightforward to implement!’

Louise Ellis, Education Officer
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McDonald’s identified that some members of its workforce were suffering from lack of confidence and that people would be happier and more productive if they were more confident about their job. So the company looked at incentives that would be likely to encourage them to stay. Support to gain qualifications in mathematics and English was identified as a popular incentive and proved to be far more popular than anticipated! In a workforce of about 87,000 people, 17,000 have already enrolled on the programme, which was started in 2006. And staff turnover has plummeted. In their recent report Ofsted inspectors said: ‘Retention, particularly for the hospitality and catering industry, is outstanding.’ 
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The average length of stay in the company is now two and a half years for hourly paid workers, and 15 years for managers. Recruitment costs have fallen and the brand has benefited. The initiative has also made it possible to introduce further training programmes, particularly the apprenticeship programme which is available to all new staff, and which builds on the online mathematics and English programmes. 

Stimulating demand

In order to market the programme to employees, a specialist information, advice and guidance organisation suggested ways to make the programme attractive, particularly by emphasising its appropriateness for everyone who wanted to brush up their skills, not just those who had missed out at school. A large proportion of employees expressed an interest in the programme to help improve their mathematics and English; some of them saw their level of ability in these subjects as a bar to their career progression, and also as a problem in their everyday lives. Many working parents and carers wanted to improve their mathematics and English so that they would be able to help their children at school. The chart below shows how much learners appreciate the programme.
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The right time and place for training
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In order for the programme to meet the needs of all the learners, it is available online, and accessible from everywhere, including work and home. In partnership with an educational consultancy the programme has been developed to include examples drawn from everyday life, rather than restricting it to working life. Further research has identified that a large number of users want to be able to use it on their smartphones, rather than on conventional PCs, and McDonald’s is about to launch apps which will enable users to access the programme wherever and whenever they wish to do so – and then upload their work automatically when they are next online. 

The right support for learning

Support is provided from specialist ‘e-tutors’ with the necessary Skills for Life qualifications, and with a background in online learning. The tutors are offered ‘contextualisation experience’ – visits to restaurants so that they can see what their learners are doing at work and covering in their assignments. Every learner has an initial telephone call with their tutor, and subsequently as much or as little support as they want and when they need it. And if a supervisor thinks one of their team is struggling with their learning programme, they can also phone the tutor for advice and support.

The right support for testing
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Many learners are anxious about taking examinations. They may never have had a positive experience of being tested while at school, and may have avoided such situations since leaving school. To reduce these anxieties, learners can take their examinations in the familiar surroundings of one of their restaurants, and are supported individually by carefully selected invigilators. Regions nominate staff members to be invigilators; people who are approachable, sensible and friendly rather than that they should have particularly good IT skills (which some of them do not have). The invigilators are keen supporters of the programme, and many of them have been through it themselves. An invigilator’s learning story featured in a recent company newsletter. She had left school with no qualifications and joined McDonald’s; but after she had her own children, began to realise that qualifications, particularly in mathematics and English, are important. When she was offered her the chance to gain these qualifications, she jumped at it. She worked through both mathematics and English at level 1 and then level 2, and has been thrilled at how the experience has really helped her confidence as well as making it easier for her to guide her children with their homework. But her real pride is in seeing other learners make the same leap as her, through taking their mathematics and English tests at work. 
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McDonald's Restaurants Ltd (McDonald’s) was founded in the USA in 1955 and came to the United Kingdom in 1974. The company’s UK head office is in East Finchley, London. The UK has around 1,200 McDonald’s restaurants, serving about 3.5m people each day. McDonald’s owns approximately 35% of its restaurants in the UK and the rest are franchised businesses. The company and its franchisees employ 85,000 people, 60% of whom are under 21 years of age.
Improving employees’ skills in mathematics and English through online learning in the workplace: McDonald’s Restaurants Ltd
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Overview – the provider’s message





 





The good practice in detail





 





Provider background





 





Are you thinking of putting these ideas into practice; or already doing something similar that could help other providers; or just interested? We'd welcome your views and ideas. Get in touch � HYPERLINK "https://www.surveymonkey.com/s/ofstedgoodpractice" �here�.


To view other good practice examples, go to: � HYPERLINK "http://www.ofsted.gov.uk/resources/goodpractice" �www.ofsted.gov.uk/resources/goodpractice�
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