ABMA Customer Service Statement

Introduction
ABMA Ltd (hereafter ‘ABMA") provide CPD accredited programmes.

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

Centre responsibility

It is important that any centre staff involved in the delivery of ABMA programmes, and the
learners, are fully aware of the contents of this statement (e.g. via their induction when first
embarking on an ABMA programme(s)).

We are committed to:

e offer programmes that are fit for purpose, sustainable, reliable and compliant with
current legislation,

e regularly reviewing and improving our qualifications, services and internal procedures,
and

e developing effective working relationships with education centres, employers, national
regulators and industry bodies.

Our customers can expect us to:

e treat them with courtesy and respect,

e deal with communications in a timely fashion,

e respond to general enquiries within 5 working days of receipt,

e acknowledge receipt of appeals and resolve them in accordance with our Appeals
Policy,

e acknowledge receipt of complaints and resolve them in accordance with our Complaints
Policy,

e listen to feedback on our customer service and programmes and take appropriate action
where necessary as part of our continuous effort to improve quality, and

e take all reasonable steps to ensure that the full range of our services are made available
to everyone in accordance with our Equal Opportunities and Diversity Policy.
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Recognition and Programmes
When we recognise a centre, we will:

e offer guidance and support during the recognition process and throughout the
subsequent teaching of each ABMA programme

e provide supporting resources for ABMA programmes, and

e ensure that centres have robust and effective quality assurance measures in place that
provide a secure and quality teaching environment for learners aiming to minimise the
risk to learners of any adverse effects on their ABMA programme(s).

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 programmes are administered effectively and efficiently. We will:

e confirm with each centre all learners that are undertaking an ABMA assessment(s),

e ensure that all deadlines are set at least one academic cycle, appropriate to the
qualification, in advance of the said date,

e regularly review the performance of our centres against the set deadlines, and

e issue results and certificates on completion of final assessments and full payment

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, and, as
of 25" May 2018, the General Data Protection Regulation (GDPR) 2018 (or any subsequent
revision or replacement). We will not sell, share or distribute information to unrelated third
parties. For full details on how we collect and use data, please see our Privacy Policy.

Competition Law
ABMA takes all reasonable steps to ensure that we are not in breach of the Competition Act
1998 (or any subsequent revision or replacement) in that we are not part of a cartel, we do not

have any anti-competitive agreements in place, and, should we gain substantial market power
to put us in a dominant position within the market, we will not abuse this dominant position.
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General

We appreciate any comments you may have on the above. Please send your feedback to the
address below. For further information about any of our services please contact:

ABMA

7 Queens Square
Lyndhurst Road
Ascot

Berkshire

SL5 9FE

United Kingdom

Tel: +44 (0) 20 8733 7000

E-mail: info@abma.uk.com
Web: www.abma.uk.com
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