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Foreword

ABMA is pleased to introduce our charter. 

ABMA has published this charter as part of our continued work towards ensuring our 
recognised centres and learners receive the highest possible level of service.

We at ABMA know that customer service is an essential aspect of any organisation’s 
ability to operate and we believe this is especially true in the education sector, where we 
have a responsibility to ensure that our actions benefit the lives of learners.

We also recognise that people have a right to be treated in the fairest and most efficient 
manner possible and this charter sets out a standard of service that clearly documents 
how we propose to continue achieving the high levels of service we have worked so 
hard to establish already.

ABMA is commited to improve its operations on a constant basis and we look forward to 
working with our stakeholders to achieve this. 
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Who We Are

ABMA is an awarding organisation based in the UK and recognised by the Office of 
Qualifications and Examinations Regulation (Ofqual) the regulator of qualifications, 
examinations and assessments in England and vocational qualifications in Northern 
Ireland. 

ABMA has come a long way since our beginnings circa 20 years ago and we now have 
recognised centres throughout the world examining tens of thousands of students. The 
educational space has changed a great deal in this time and ABMA has constantly had 
to evolve and develop to ensure our qualifications and working practices address the 
needs and requirements of industry and offer our students exceptional career 
opportunities. 

We offer Certificates and Diplomas, devised with the support of education and industry 
experts, that enhance the lives of individuals, drive improvement in business performance 
and create a landscape of industrial ambition and high personal achievement. 

As a fully recognised awarding organisation, ABMA must ensure that all facets of our 
organisation meet the high quality assurance standards set out by Ofqual and other 
applicable regulators. 
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Mission Statement

“Our mission is to inspire and enthuse learners to realise their own 
potential, achieve academic success and contribute to global 
improvement.” 

Our mission is achieved by providing a range of rigorous academic pathways for all 
learners and linking individual ambition with an enhanced skill set, high achievement 
and extend education opportunities for all.  

ABMA will continue to ensure its qualifications are excellent value, offering career 
opportunity and advancement that are:

Affordable
ABMA will strive to ensure its fees are as affordable as possible

Valuable
ABMA will continue to liaise with experts in the industry ensuring the skills obtained are 
relevant and highly sought after

Accessible
ABMA will take all reasonable measures to ensure that all learners have access to an 
ABMA qualification.
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Our Values

The values at the heart of ABMA help to provide individual members of the organisation 
with a core ethos and mentality that helps benefit ABMA and therefore the students for 
whom we devise our qualifications. 

These values are:

?We put learners at the heart of everything we do
?We believe all academic ambition should be realised
?We value and celebrate the pleasure of learning
?We support our recognised centres in helping learners to meet their potential
?We treat all our stakeholders as individuals; listening, respecting and responding to 

their needs
?We encourage our recognised centres to provide a safe and inspiring environment in 

which to work and study
?We value our learners beyond their initial achievement and will support them by 

developing new routes for progression
?We value the importance of meeting the needs of centres, academic partners and 

other stakeholders through responsive, innovative and high quality services
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Our Commitment to Customer Service

ABMA is committed to providing a high standard of customer service to all our learners, 
clients and stakeholders.

We are committed to: 

?Providing vocational qualifications that will strengthen a learner's chance of obtaining 
employment and/or furthering their academic studies

?Providing vocational qualifications that will give employers confidence in the skills that 
the learner has attained as a result of achieving their ABMA qualification

?Developing qualifications that are fit for purpose, sustainable, reliable and compliant 
with current legislation

?Regularly reviewing and improving our qualifications, services and internal procedures 
?Developing effective working relationships with education centres, employers, 

national regulators and industry bodies
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When we recognise a centre to offer ABMA qualifications we will: 

?Offer guidance and support during the recognition process and throughout the 
promotion and subsequent teaching of ABMA qualifications

?Provide supporting resources for ABMA qualifications
?Ensure that centres have robust and effective quality assurance measures in place 

that provide a secure and quality assured teaching environment for learners 

Registration, Assessment and Certification

ABMA is committed to continuously improving the way we work and improving the 
quality of the service that we provide to our centres and learners. We operate a rigorous 
procedure to ensure that qualifications are administered effectively and efficiently. We 
will:

?Confirm with each centre all learners that are sitting an ABMA qualification
?Ensure that all deadlines are set at least one academic cycle appropriate to the 

qualification in advance of the said date
?Regularly review the performance of our centres against the set deadlines
?Issue results and certificates following the return of assessment materials 

Our Commitment to Customer Service
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We aim to ensure every contact our customers have with us is productive, reassuring and 
worthwhile. 

When contacting us, our customers can expect us to:

?Treat them with courtesy and respect
?Deal with communications in a timely fashion
?Respond to general enquiries within 5 working days of receipt
?Acknowledge receipt and resolve appeals in accordance with our Appeals Policy
?Acknowledge receipt of complaints and resolve them in accordance with our 

Complaints Policy
?Listen to feedback on our customer service and qualifications and take appropriate 

action where necessary as part of our continuous effort to improve quality
?Take all reasonable steps to ensure that the full range of our services are made 

available to learners in accordance with our Equal Opportunities and Diversity Policy

Data Protection

ABMA takes all reasonable steps to ensure that information about our customers is used 
and stored responsibly and securely and in accordance with the Data Protection Act 
1998 (or any subsequent revision or replacement). We will not sell, share or distribute 
information to unrelated third parties. 

Our Commitment to Customer Service
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Customer Complaints

When dealing with complaints, as per our Complaints Policy, we will:

?Confirm receipt of a complaint within 5 days and invesitgate the complaint within 4 
weeks or 8 weeks if the complaint is more complex

?Set a new reply date if we cannot meet this target 
?Thoroughly investigate any complaint
?Respond to the complainant and give due consideration where a complaint is upheld
?Tell you how to take your complaint further if you are not satisfied with our response
?Use complaints to learn lessons and develop our services so they relate to customers’ 

needs

If you are not satisfied with the response

If you disagree with the decision, the first point of call is the Regulatory Department.

If you are still unhappy with the decision taken by ABMA in reviewing the complaint, you 
can, where relevant, take the matter through our appeals arrangements which are 
outlined in our Appeals Policy.
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Customer Feedback

If you would like to contact ABMA for any reason you can do so in the following ways:

Electronically

?Via any official ABMA email address

?Via our website contact pages at www.abma.uk.com

Post or Courier

?Via the address: ABMA Education Ltd, Venture House, 42 London Road,                   
Staines-upon-Thames, Middlesex, TW18 4HF, UK 

Telephone

?Via our UK office number +44 (0)208 733 7000

Through a Recognised Centre

?Feedback on ABMA, its qualifications or the services we provide can be given to 
recognised centres
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Working Together

Recognised centres and learners can play an important part in helping ABMA reach our 
service goals. Please assist us by:

?Safeguarding the rights of students
?Following our documentation and processes carefully
?Meeting our deadlines and if a deadline may be missed, informing us immediately
?Contacting ABMA when uncertainty arises
?Maintaining standards and approvals
?Ensuring the examinations process is strictly adhered to
?Sending complete and accurate information
?Recognising that ABMA has many recognised institutions worldwide and will always 

seek to protect the rights of the majority over an individual organisation or learner
?Recognising that ABMA must act within the laws and regulations that are in place 

within the UK

When working with our recognised centres and learners ABMA will:

?Always provide you with full and correct information
?Ensure the reputation of our qualifications is maintained
?Support you when communicating with outside bodies or learners themselves
?Work with appropriate accreditation bodies where required
?Encourage success and growth wherever possible
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A copy of the following ABMA policies can be made available by request:

?Equal Opportunities and Diversity Policy
?Customer Service Statement 
?Complaints Policy 
?Malpractice and Maladministration Policy 
?Sanctions Policy 

Working Together
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