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Dear Mr/Ms./Mrs.
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Welcome to Berlitz! You have just taken the first step in opening a lifetime of possibilities.
Foreign language skills are truly a passport to the world, exposing learners to new and

different cultures, giving you avenues to communicate and make friends, and expanding
career options. On top of all that, at Berlitz, learning a language is fun!

In the enclosed package you will read more about the benefits of learning a language with us,
the classroom experience, tips to help enrich your learning experience at home, as well as
some answers to your most-commonly-asked questions. We have also outlined the
proficiency levels to give you an idea of what you can expect from your experience at Berlitz.
We hope to have covered a lot of what you may be wondering about, but this is only the
beginning of the journey, and we encourage you to come in and speak with us if you have
additional questions regarding your experience at Berlitz.

Berlitz is the global leader of language instruction for kids and adults which means that you're
getting the best language learning experience available.

If you have any questions about your program or any of our other services, please contact
us on: 17827847 or 17694233, berlitz@berlitz-bahrain.com, mona@berlitz-bahrain.com
crd@berlitz-bahrain.com or visit us athttps://www.berlitz-bahrain.com/en

We look forward to working with you!
Sincerely,

The Berlitz Bahrain team

Berlitz Training Centre
Berlitz Language Centre, Translation, and Interpretation
P.O. Box:15342, Adliya, Kingdom of Bahrain
Adliya: Tel: +973 17827847

This Centre is independently owned and operated.

Welcome to Berlitz' Bahrain!
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STRATEGY
Berlitz Language Institute is a vivid translation for the aspiration and orientation of the
Bahrain towards investing in people, with full awareness that the most vital aspects for any
country are a competent skilled workforce and education.

Among Berlitz Language Institute’s major targets is to raise knowledge acquisition and
enhance career and professional performance that guarantee distinction through gaining
more skills and specialized knowledge in the field of languages.

Our Mission

To help the world communicate. Especially, to support the local community in improving
their communication skills to be on par with the local and international market.

Our Vision

To be a leading communication centre in all languages and, to be a one stop provider for all
communication needs in the Kingdom of Bahrain.

Our Core Values
Our five main principles of operation are:

The Berlitz philosophy and practice are what sets us apart from the competition. Berlitz
benefits from 145 years of experience in education; our innovative, goal-oriented materials
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are developed by subject experts, our training is conducted using the proven Berlitz
Method®, and our native-fluent instructors are trained intensively ensuring a high quality of
instruction. Our style of delivery includes:

Tailored courses and lessons

Maximized student participation through active learning

Goal and learner focus

Following a learning cycle for maximized development and involvement
Creating a positive and engaging learning environment

Utilizing a variety of training methods and resources

The Learning Cycle

Needs Analysis S, Orientation 1o INSTRUCTION

& Placement

Live

/Inshuction .
Challenge 3

Counseling &

to the Progress Report

next level
~ Review

Confirmation

of Level < k& INSTRUCTION

Achievement
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Berlitz Policy

To make your experience with Berlitz more enjoyable and useful, please take note of the following:

Attendance

Tests:

e The student who has failed the test will be
eligible to request a retest.

U The retest option is limited to one time only
within 14 days from the first attempt.

*  Theinstructor will take attendance every lesson, and
an attendance report will be sent to your sponsor /
training manager.

U Berlitz practice a 75% attendance policy on all courses.

e We cannot accept a new candidate in the
Group if he / she has missed the first 5 classes.

e Cancelling a class on the same day will result in that Re-enrolments
lesson being charged.

U If your class takes a break, you are expected to return *  Testresults are ready within a week from test

to the classroom promptly, after the break. date.

e Once a group course starts, students are not allowed *  Instructors are rotated at least once for every
to drop out or change their group unless otherwise level. . .
instructed. e The dates of courses will be determined by the

management.

e Theinstitution is developing its necessary resources
and infrastructure to accommodate Learners with
special needs.

U Berlitz offers materials that are digital and will be sent
to the client upon completing all registration and .
payment processes. Any student who requires a
physical will be charged BD 20.

Food and Drinks

No food or drinks during class time.

Mobile Phones
Schedule: o Please switch off your mobile phones during class
time.
. For best results it is recommended that trainees follow
the schedule to complete a full course.
Certificates
Makeup lessons e  Please collect your certificate three weeks after
) your last class. Please call Berlitz before coming
. If you miss a lesson, make-up lessons can be arranged to collect your certificate enabling us to prepare
at the most favorable private rate of BHD. 14.500/- it for you before you come in.
excluding 10% VAT. e  Please note that B.D. 25 will be charged for
issuing new certificates after 3 months of
completion.

e Failure to comply with this policy, may
result in student dismissal
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Helping the World Communicate!

Berlitz

Helping the World Communicate! I nternal POIiCieS
Berlitz Training Centre Admission Policy

» All clients must be age 16 and above.

» All clients must be fit for training in terms of mental and physical capabilities. our

institution is developing its necessary resources and infrastructure to accommodate
Learners with special needs.

» All clients must have the willingness to learn.

» Berlitz will provide training and consultation services within the areas of
communication and languages only.

1.1.1.1 Policy Statement

* Admission to the Berlitz Language Institute is entirely on merit and based on ability
to achieve at least satisfactory results. We operate an admissions policy which
ensures equality of opportunity to all applicants. Applications are welcomed from
students on our public or private or in house courses without discrimination or unfair
dismissal in ground of race, colour, and age.

* The Institute understands the importance of admitting applicants to a training
programme suited to their previous knowledge, ability, and future progression route.
If the course is intended to be public, there is a selection process which values every
aspects of the learning experience and not just an applicant's academic profile.

* Whenever it’s possible we advise individuals or a corporate for dismissing their

admission and recommend suitable alternative programmes if applicable.

1.1.1.2 Scope

This policy applies to all prospective learners who want to study for any programmes at the

Institute.
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25. All ratesfge ARG S 4¢& Hfidwed to group schedules, timings, or days.
*Berlitz treats all information as confidential and shall not divulge any information without the client’s approval.

Berlitz Enrollment Terms &

Conditions:

1.Each lesson is 45 minutes including a short

break.

2. Tuition includes a non-refundable registration fee

(BHD.15)

3. Student consents to monitoring or recording of lessons for pedagogical purposes by Supervisory Personnel & BQA

and will not be shared with any clients (Absent/Present for any reasons).

4. Student must confirm that he/she is physically & mentally fit to attend the class. The institution is developing its
necessary resources and infrastructure to accommodate Learners with special needs.

5. Student agrees to be charged for lessons taken according to the proposal and agreement above.

6. To postpone a private or charter lesson, or change the schedule, the student must request the change prior to 4 p.m.

of the working day preceding the scheduled lesson. * If notification is received later than the time indicated, or not at

all, lessons are forfeited, and students will be charged as if lessons had been taken regardless of the reason for

cancellation. This applies only for Semi-Private students who schedule.
private make-up lessons. Group clients may schedule private lessons at BHD 14.500/- excluding 10% VAT.

7. The instructor and schedule will be reserved only for a maximum period

of one week.

8. Once registered there will be no refund for private, semi-private or

group classes:

9. Berlitz reserves the right to change the units depending on the total number of

enrolled students.

10. Ifyou miss a lesson, make-up lessons can be arranged at the most favorable private rate of BHD. 14.500/-

excluding 10% VAT.

11. Once a Group/Semi-Private/Charter program begins, there will be no schedule change or

cancellation privileges.

12. Group/Semi-private/Charter students are committed to the full course and cannot stop or transfer lessons

once the course begins.

13. For lessons out of the center, an additional travel charge per visit is calculated and added

to the total fees.

14. Berlitz offers materials that are digital and will be sent to the client upon completing all registration

and payment processes.

15.The student who has failed the test will be eligible to request a retest. The retest option is limited to one time only

within 14 days from the first attempt.

16. All rates are subject to 10% VAT.

*Berlitz treats all information as confidential and shall not divulge any information without the client’s approval.

Payment terms:

1. Invoice will be issued once course confirmation is received for corporate

accounts only.

2. Payment for individuals can be completed by clicking here.

3. Trainees assigned to training must complete their training requirements once they start training, they will
be responsible for any charges should they fail to meet program requirements such as attendance, exercise
session or final requirements.

4. By paying the fee of the course or approving by email | declare that | received all terms and
conditions mentioned on the proposal received and/or the orientation attended.
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1.1.1.3 Responsibilities

We have appointed Academic Advisors for each sector to have consistency and reliability on
making decisions on admission at the Institute. The Communication Consultant reviews each
application on its merit which takes into consideration the academic achievements,
competency of the applicant, knowledge and understanding of the prospective subject, and
ability of the application to achieve satisfactory results at the end of the programme. The
Customer Relation Manager ensures the placement of customers at the right level, their
achievement, and the re-enrolment to the next level.

1.1.1.4 Actions to Implement and Develop Policy for all Learners.

To engage more students from the wider community, the Institute is highly committed to
promote its programmes using different marketing strategies and techniques. We are
committed in providing initial advisory services plus support in completing the application
forms to our prospective learners. Our policy is to deal with all admission applications
accurately and fairly. Our public courses have quotas which should not be exceeded under
any circumstance.

We encourage individuals, public sectors, or private sectors to enquire about any
programmes at any time and we respond to any initial enquiry within 2 working days.

1.1.1.5 Monitoring and Evaluation

The Institute Senior Management Team will monitor the operation of this policy by receiving
regular reports on admissions including those applications which have been declined. Monthly
reports will be prepared to review and improve the process of admission at the Institute.

1.1.2 Registration Policy

1.1.2.1 Policy Statement

Learner should register fully for the programmes which intended to be undertaken by using

the designated Registration Form. The registration forms must be completed fully and
retained to academic service coordinators. By signing the Registration Form, the learner
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agreed to adhere to all policies and codes of practices as a learner at Berlitz Language
Institute. Learner will not be allowed to attend a programme that he/she has not registered in.
The Berlitz Language Institute will support all the learners to complete their registration
process accurately.

1.1.2.2 Scope

his policy applies to all prospective learners who want to enrol / register for any programmes
at the Institute.

1.1.2.3 Responsibilities

» All prospective learners have responsibility on filling the registration form accurately
and return it back to the designated department at the agreed date and time. Failing
to comply with this requirement might result in the learner not being admitted to the
programme.

* We have appointed an academic advisor for each sector to maintain consistency and
reliability on registration process at the Institute. The academic advisor reviews each
registration forms on its merit and advises the learners accordingly.

* If an external awarding body is involved in the process of registration on a
programme, then their registration policy will be used alongside this policy.

1.1.2.4 Actions to Implement and Develop Policy for all Learners.

The Berlitz Language Institute will not tolerate any registration malpractices including
registration abuse and registration tempering. All prospective learners are required to
provide at least one form of photo identifications as part of the registration process at the
Institute. We will encourage the talented individuals to consider taking more challenging
programmes. At the same time, we will aim to support those with less ability and talent to
achieve satisfactory academic performance.

1.1.2.5 Monitoring and Evaluation

The Institute Senior Management Team will monitor the operation of this policy by receiving
regular reports on Registration Progress. Regular reports will be prepared to review and improve
and simplify the process of Registration at the Institute.

1.1.3 Attendance Policy
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1.1.3.1 Policy Statement

Attendance for private and groups classes is recorded daily. We recommend a
minimum 75% attendance in the course prior to progressing into the next
level.

Attendance refers to the scheduled time spent on the Institute programmes, and this
can be categorised as lessons, workshops, or courses as specified in individual
learning plan.

The Institute regularly record the attendance of the learner at the Institute to ensure
satisfactory achievement of their learning progression. Poor attendance always leads to
students’ failures on completing their programmes successfully. Therefore, the Institute
firmly record and monitor all attendance during the courses.

If a third party is sponsoring the learner, it is our policy to keep them informed of
learner absenteeism unless there is alternative arrangement is agreed with this third
party to monitor the attendance of their learners.

The Institute appreciates that there could be valid and justifiable reasons of
absenteeism in some cases. Therefore, the Institute will consider each case on its merit
and grounds.

1.1.3.2 Scope

This policy applies to all learners participating on short or long programmes at the Institute.

1.1.3.3 Responsibilities

All students are expected to attend all their timetabled sessions unless prior
agreement has been made and agreed with the Institute.

Academic advisors are responsible for the timely response to student attendance
issues, and the reporting of such issues to the Academic Directors directly.

Course leaders are required to monitor student attendance and to address issues of
absenteeism according to this policy.

It is the responsibility of the Academic Advisors or Course Coordinator to fill in
withdrawal forms as soon as a learner is known to have withdrawn from their
programme.

1.1.3.4 Actions to Implement and Develop Policy for all Learners.
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» All students are expected to report absences either to their course instructor or to
the

Institute administrative support staff.

» Students expecting prolonged absenteeism should contact their course leader/
instructor to discuss the possibility of an alternative study arrangement. In addition,
students can contact Academic Services, if they wish to discuss reasons for prolonged
absenteeism, and where alternative support arrangement can be offered.

* Individual instances of absenteeism should always be raised by course instructors,
either with the student informally or through courses.

* Instructors are expected to make a professional judgement on whether an attendance
mark is given (e.g., in the event of a late arrival due to iliness conditions) or an absence
is approved in advance. This judgement will also consider whether equality
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issues could have any bearing on the student attendance levels and make suitable
allowances where this occurs.

* To support learners with learning difficulties or unattended lessons, the centre provides
makeup lessons twice a week where students attend to catch up on their lessons.
Student’s signature is required as a confirmation of attendance.

» Completion of registers, student transfer forms, withdrawal forms and exit interviews
remain the responsibility of all teaching staff in conjunction with programme leaders
and Academic Director.

» If a student has had two consecutive weeks of non-attendance, then they must be
withdrawn from the Institute. For some cases, this might be extended upon reaching a
justifiable agreement between the learner and the management. It is the responsibility
of the Course Instructor to inform the Academic Director, so that the withdrawal form
can be completed.

* Re-enrolment to the programs can be done automatically after completion of a level if
it is within six months from completion. Otherwise, the student must be re- assessed
for the level.

Regular and consistent attendance at the Institute is expected and in some areas of the
Institute the Awarding Body dictates the attendance level expected. Where specific
attendance policy is dictated by the awarding body, then this will be adhered to by the
programme administrators. It is the instructor’s responsibility to make students aware of the
Awarding Body’s attendance requirements and ensure that they attain them or make
alternative attendance arrangements.

1.1.3.5 Monitoring and Evaluation

The Institute Senior Management Team will monitor the operation of this policy by receiving
regular reports on student attendance. Monthly reports will be prepared to improve the
performance of the policy and if needed inform any third party has an interest of the
attendance of the learner at the Institute.
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1.1.4 Plagiarism Policy

Berlitz applies zero tolerance policy towards plagiarism. Those found in transgression of such

policy will be automatically dismissed from the course or program.

1.1.5 Document / Record Keeping Policy

1.1.5.1 Policy Statement

Records management is the process of keeping records in any formats from initiating
the documents to disposal according to the legal and business requirements.

Effective management system for records is essential to have fast, accurate and safe
access to the information and data stored in the system at the Institute.

All records and data are stored and kept according to the legislations, best practices
and recommendation for record keeping standard internationally.

1.1.5.2 Scope

The policy applies to all staff at Berlitz. It applies to all records, data and information created or
transmitted in any forms during the conduct of the Institute’s business. This includes for
instance database applications, systems, websites, and e-mails.

1.1.5.3 Responsibilities

* The Director is responsible for approving this policy.

The LIS is responsible for ensuring awareness of and compliance with this policy in its
areas.

The CRD/LIS/LCD is responsible for maintaining this policy, promotion of best practices
on record keeping and provision of advice, awareness, training, and support of other
staff in the Institute.

Berlitz staff should receive information on the policy for managing records as part of
their induction. Training is equally available to established staff on demand from the
LIS/LCD or Berlitz online.

Berlitz staff are responsible for:

a) The creation and maintenance of accurate and reliable records, where applicable to
their role

b) Ensuring that electronic records are properly maintained, and that they capture
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core information and remain accessible, readable, and authentic beyond

reasonable doubt.

c) Ensuring the security of records, irrespective of format, and for ensuring that access
to records is only granted to those persons authorised to view them

d) Ensuring records of a sensitive or personal nature are handled in strict confidence

and in accordance with legal requirements

e) Supporting efficiency and the Institute green agenda by avoiding duplication, and
only printing e-mails and electronic records when necessary

1.1.5.4 Actions to Implement and Develop Policy

This policy should be read in line with other relevant policies and guidance such as the Data

Protection Policy, the e-mail policy, etc.

Everyone who handles personal information for or on behalf of Berlitz should adhere to the
safety and security of that information. Mishandling any information is a breach of Berlitz code

of practices and might lead to criminal offense.

1.1.5.5 Monitoring and Evaluation

* This policy is reviewed regularly and at least every once a year.

* Review of the policy will be conducted by management team in line with current
legislation, codes of practice and regulatory standards.

RECORDS NUMBER OF YEARS
Financial 5 years
Student Files and records 3 years
Employee Files 3 years
Client Files 3 years
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1.1.6 COMPLAINTS & APPEALS POLICY

In the first instance all complaints should be made to the course tutor and /or Client
Relations Desk. If resolution is not achieved, the issue should be reported to the Local
Instructor Supervisor (LIS). If the concern isn’t or cannot be resolved, it will be submitted
to the Director.

1.1.6.1 Policy Statement

Berlitz welcomes comments and complaints from all members of Berlitz and from the public.
We aim to improve our services to best meet the needs and requirements of the services user
or stakeholder in general.

Berlitz Language Institute values positive comments and equally we expect to receive
complaints from the service users. Therefore, it is our policy that all complaints must be:

* Treated seriously and in an open manner

Acknowledged immediately, preferably in writing

Investigated thoroughly

Resolved, wherever that is reasonably practicable, within no longer than 12 working
days

» Used as feedback to improve the service which the Institute offers

No complainant bringing a complaint under this procedure will be treated less favourably by
any member of staff. If there is evidence to the contrary, the member of staff may be subject
to disciplinary proceedings.

1.1.6.2 Scope

The policy applies to all members of the Institute but does not replace Institute other relevant
procedures for, staff grievances, academic appeals, and student disciplinary action: those
procedures should be used where appropriate.

1.1.6.3 Responsibilities

* All Institute Staff have a responsibility for receiving complaints, treating them seriously
and dealing with them promptly and courteously in accordance with the procedure set
out below.
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* CC, LCD, CRD and LIS have a responsibility for resolving a complaint, and leading or
contributing to an investigation into a complaint when this is considered appropriate.

* The LCD of the Institute is responsible for resolving complaints which have not been
resolved during the previous two stages. The decision made by the LCD is final.

* The GD/Franchise Team is responsible for ensuring that the complaints policy and
procedure are operating effectively and may become directly involved if a complaint is
directed against the LCD, the other Directors, or members of the senior management
team.

1.1.6.4 Actions to Implement and Develop Policy

1.1.6.4.1 Stage One

» Berlitz expects complaints about courses to be made to the LIS/CRD or Instructor in the
first instance. Where this is not possible or does not result in satisfactory resolution,

the complaint should be submitted in writing on the Institute’s official comments form.
» Berlitz usually expects complaints to be made by the person concerned. However, it

will consider complaints made by a learner’s parent or advocate.
* Anonymous complaints cannot be investigated.

* All comments/complaints will be forwarded to the Administration Director who will
acknowledge receipt within one working week. The Administration Director will then
forward to the relevant manager.

1.1.6.4.2 Stage two

* The relevant manager will respond in writing within one working week, explaining what
has happened because of the complaint. Where this involves a member of staff, specific
detail of action taken will not be made available. This is to ensure that our employees
are afforded appropriate dignity at work.

» If the complaint requires further investigation that cannot be carried out within the
week, the manager shall keep the complainant informed and specify a date when a
response can be given.

1.1.6.4.3 Stage three

» If the complainant is dissatisfied with the relevant Institute manager’s response, then
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the complaint will be forwarded to a member Management Team to resolve.

* The senior manager will acknowledge receipt of the complaint within two working days
and a final reply will be completed within 8 working days to allow time for any formal
investigations to take place.

1.1.6.4.4 Stage four (final stage)

» If the complainant is still dissatisfied with the response, then the matter will be
referred to the Director. The Director or Franchise will respond within one week.

* The Director’s decision is final.

* The total complaints procedure should be finalised in no more than 12 working days
unless there are exceptional circumstances in which case the complainant will be kept
informed of progress.

1.1.6.5 Complaints against the Director or Members of the Senior Management Team

Complaints against the Managing Director should be addressed to the Government Body.

1.1.6.6 Monitoring and Evaluation

The Director should maintain a confidential record of complaints dealt with to feed into the
Institute quality improvement processes. The LIS will maintain a record of all complaints,
appeals and outcomes and produce a term report for analysis to improve the academic
affairs of the Institute.

1.1.7 PROFESSIONAL DEVELOPMENT POLICY

1.1.7.1 Policy Statement

Berlitz is highly committed to the provision of Career Professional Development (CPD) of all
staff at the Institute. Berlitz appreciates the contribution of its staff and considers them as the
most valuable assets of the Institute.

The objectives of CPD provision for staff include the need to:

* Provide the necessary skills, knowledge and attitudes required to deliver Berlitz
programmes.

* Encourage and support staff to develop the personal and professional skills required to
provide a high-quality service.
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Encourage staff to propose improvements to work procedures and practices.

Promote the dissemination of good practice.

Equip staff to cope effectively with changes in technology and practice within the
Institute.

Encourage staff to recognise their individual responsibility for their personal and
professional development.

Support the recruitment and retention of a high-quality workforce.
Ensure value for money from the staff development programme.

Develop a well-qualified and flexible workforce.

Regular internal trainings are conducted for all staff to ensure continuous professional

development and consistency in delivery.

Examples of professional development conducted in previous years:

» Receptionist training / Telephoning Skills and Customer Service
» Corporate sales training

* Worldwide convention highlighting new products and services
* Product training

» Teacher development workshops

* Berlitz Instructor Training

1.1.7.2 Scope

This policy applies to all staff at Berlitz. Every single effort will be made to make the staff
development available throughout the year. All CPD programmes are subject to availability of
resources, including staff time, funding, and direct interest for both parts.

The CPD programmes for staff might include different activities such as courses, committee
work, reviewing journals, participating in conferences, on job training and induction for new

staff/ new roles/new projects.

1.1.7.3 Responsibilities

LIS, reporting to the Director is directly responsible for the operation of this policy.
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* LIS will maintain and implement the CPD programmes for staff. This includes allocating
budget, designing CPD plans annually and monitoring the progress of individuals
towards the agreed objectives and goals.

* Individual members of staff are expected to share in the responsibility of their own CPD
by participating in the training provided, discussing their training needs with their line
manager and being aware of developments within the specific area. Where
appropriate, staff will be encouraged to register with appropriate professional institutes
to share with their peers the good practices.

* Individual members of staff will also be responsible for maintaining their personal staff
development and training portfolio.

1.1.7.4 Actions to Implement and Develop Policy

Berlitz will use the Individual Appraisal / Performance Review scheme to identify and analyse
the staff training needs. All new staff must attend at least one induction programme to
improve their awareness of importance of taking personal responsibility of their career
development.

Staff are required to attend any mandatory trainings such as Health & Safety training and
equally obliged to attend any training the management team identify as being necessary for
the business.

1.1.7.5 Monitoring and Evaluation

All teaching staff are required to maintain a record of their CPD training as a portfolio. They
must ensure to raise any training needs to their line manager. Surveys and evaluation forms
should be returned to the designated department on time.

Financial Analysis

Management Accounts.

We are as the management of the institute very keen to oversee the preparation of the
accounting data (balance sheet, cash flow statement, and income statement) and to be sure
that it's prepared and presented on monthly basis. The objective of downing this is to provide
the management and the owners on timely and key financial and statistical information that is
required by management to evaluate day to day operation and to use it for short-term

decisions.
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| Financial Audit Report

There Is an authorized auditing company which audits all the financial and accounting
systems in Berlitz Language Institute, they issue their auditing report on yearly bases,
please find a full auditing report.

Activity Pricing
Here is a full list for the prices of almost all activities, matched to our courses categories.

Note: all Instructors are from inside and outside the country (depending on needs)

LIVE TUITION TYPE Local/per unit

Charter BHD. 25 -35

Private Premium BHD. 12.5,13.5 and 14.5
Full Flexibility

maximum five cancellations

Private 5 cancellations

Total Immersion BHD 160 per day
Semi-Private (2-3 people) BHD 8

G1 (4 - 6 people) BHD. 5

G2 (7 - 10 people) BHD 3.200

Travel discussed case by case will be based on location proximity. All rates are subject to 10%VAT.

Berlitz Bahrain Health and Safety policy

The safety and security of our clients and their personal belongings is very important to us here
at Berlitz Bahrain.

AMBULANCE- Please press the Emergency button on your telephone or dial 999 for any
assistance.

» LOST AND FOUND- For any assistance with lost and found items, please contact reception.

* MEDICAL EMERGENCIES- In case of illness, accident or emergency pleasecontact
administration personnel.
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EMERGENCY PROCEDURES

FOR YOUR SAFETY IN THE EVENT OF FIRE

We have taken every precaution to ensure your comfort and safety. In the unlikely event of
an emergency due to afire, it is best for everyone in the centre to be familiar with the basic
life safety recommendations.

* PLEASE listen carefully to the language consultant during orientation about our safety
procedures:

Berlitz Bahrain has two exits located on the front end of the entrance.
Berlitz Bahrain is fitted with fire extinguishers in all corridors.

Berlitz Bahrain has a first aid kit at the reception.

PREVENTION

Berlitz Bahrain is smoke free centre; smoking is not permitted in the centre.

IF THERE IS A FIRE OR SMOKE IN YOUR CLASS

Stay calm and leave the class immediately. Do not stop to take any other possession. Close
the door behind you to inhibit the spread of fire. Locate the nearest fire alarm pull box and
activate the alarm. If you use the telephone, dial 999 and give emergency your name,
location, and nature of the fire.

Evacuate via the nearest emergency exit or stairwells by holding the handrail while walking
down the stairs. Close all doors behind you to prevent the spread of fire in the stairwell.
REMEMBER: DO NOT USE THE ELEVATORS

* |F THERE IS A FIRE OR SMOKE CONDITION IN THE HALLWAY

Stay calm. First extinguishers are provided in all corridors to create a smoke free
environment. Make your way to the nearest Emergency Exit.

* |IF EMERGENCY EXIT IS BLOCKED

Stay calm and try the second exit. If that one is also blocked, return to your class if safe or
report to reception.

¢ EMERGENCY STAIRCASES

A minimum of one (1) staircase is provided to create a smoke free escape environment. DO
NOT GO UP. There is no roof access. Travel downwards always to the final exit point.
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FOR YOUR SAFETY IN THE EVENT OF FIRE

* |F YOU SMELL SMOKE IN YOUR CLASS

Stay calm and turn off the air- conditioning if applicable. Feel the door. If the door is hot, do
not open the door, stay in your class. Dial 999 or inform your instructor.

* |F THE DOOR IS COOL

Leave the class immediately. Do not stop to take any other possessions. Close the door
behind you to inhibit the spread of fire. Locate the nearest fire alarm pull box and activate
the alarm. If you use the telephone, dial 999 and give emergency services your name,
location, and nature of the fire. Evacuate via nearest Emergency exit or stairwell by holding
the handrail while walking down the stairs. Close all doors behind you to prevent the spread
of fire in the stairwell.

* REMEMBER: DO NOT USE THE ELEVATORS.
* REMEMBER, STAY CALM AND DO NOT PANIC

As soon as an emergency is discovered, the Emergency response Team is also notified. They
will carry out their duties by responding to the scene of the alarm and if necessary, assisting
client in evacuation and on to the assembly point location at the Berlitz parking spot.

The information and recommendations contained in this document have been compiled
from sources deemed to be reliable and to present the best current opinion on this subject.
There is no guarantee, warranty, or representation as to the absolute correctness or
sufficiency of any representation contained herein. It must not be assumed that all
acceptable safety measures are contained in this publication, or that other additional
measures may not be required under particular or exceptional conditions or circumstances.
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COVID 19 health Safety Policy:

Trainees are to keep 2 meters’ distance in class

Trainees, instructors, and Admin are to always wear face masks.

Berlitz will not allow anyone to enter the centre without wearing a mask
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(COVID-9)
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Cover your mouth and nose Refrain from interacting
with a tissue when you sneeze with people
or sneeze into the crook of your elbow or attending
social gatherings

Admin will take all entering the centre temperature, if that person is found

out of the normal temperature norm (36.6 degree) then that individual will
be asked to leave the centre.

No drinking or eating in the centre
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In case you are infected or have come into contact will a COVID-19 case

- Individuals must not come to the centre and call the centre as well as call 444

- Individual must follow the national health task by calling 444 and reporting
the case as well as follow their SOP.

- All are encouraged to sanitize and wash with soap their hands regularly

In case infected

- After completing the SOP dealing with COIVD-19 infection and are cleared to
come back to duty or training, please present all clear documents by the
national health service.
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Strategic Objectives

INTERNAL/OPERATIONAL

* To continue delivering quality training solutions to our clients in line with our
international quality guidelines and standards

* To promote new products and services with an increased focus on language of soft
skills and intensive short-term solutions

* To recruit and train additional qualified trainers to meet with the growing market
« To capitalize on physical facilities (locations, capacity etc...)

» To redirect and restructure available resources in response to changing needs

* To continuously improve on internal communications and follow up systems

* To continuously broaden our customer database by obtaining new information on
customer characteristics and needs

* To develop and implement a promotional plan to drive increased business and to
meet with seasonal factors

* To improve marketing, advertising, and public relations

FINANCIAL

* To increase our revenue by a minimum of 5% each year
* To decrease unnecessary expenses
» To effectively utilize our recourses
* To improve financial efficiency and overall productivity

CUSTOMER

* To expand sales to existing customers maintaining/increasing customer loyalty and
retention
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* To expand our clientele basis with a wider range of offerings catering to the
different industries

* To anticipate future customer needs through customer feedback

* To improve our customer service approach for new and existing customers

EMPLOYEE

* To hire, develop and maintain a professional team who create success for
customers

* To align incentives and staff rewards with performance

* To continually learn and adopt current best practices
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Organizational Chart 2025

Berlitz Bahrain Organization Chart

Board of Directors
Managing Director

Branch Managerf
Center Director

Special Education Assistant Manager
Admin

Instructors/ Consultant/Sales/CRD
Coach
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Risk Analysis

* As aresult of the economy downturn there has been a slowdown of the training
needs activity in the last year but expected some improvements beginning this year.

* This has been overweighed by the increased training requirements for language
programs and English courses. This sector needs more pro-active and dynamic
approach according to continued changes on governmental policies and increased
awareness of the current changes and training needs.

* Reaching out to business companies to meet their training needs is very challenging
due to existing international training providers. However, we are aiming to develop
marketing strategies to have increased share in the market. Our strategy would aim
to introduce a new model combine a high-quality product with a competitive pricing.

* To maintain our competitive advantage, we would aim to increase the number of our
partners locally and internationally. This would enable us to have thorough
understanding of the requirements of our clients, and then strive to meet these
requirements if not exceeding their expectation.

* We pride ourselves of having a pool of affiliated experts, advisors and trainers who
would be able to contribute on designing, reviewing, and implementing any proposed
programs.
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