[image: image1.jpg]



Centre Operations Guide

Guide to the administration of all ABBE Qualifications

CONTENTS








Page

INTRODUCTION










Background to ABBE







3

Accreditation period for ABBE units and  qualifications



3
Role of the regulatory authorities 





4
National Occupational Standards





5
 Vocational units and qualifications





6
Regulatory codes of practice






6
CENTRE APPROVAL








7

Advisory visits








7

Becoming an ABBE approved assessment centre for non-verified 

units and qualifications







7
Becoming an ABBE approved assessment centre for verified

units and qualifications







8
Qualifications which include external examinations



9
Satellite centres








10
Centre closure








11
CANDIDATE REGISTRATION







12
Candidate registration process






12
Transfer or refund of candidate registration and fees



12
ABBE EXTERNAL EXAMINATIONS






13
CANDIDATE CERTIFICATION







14
Candidate certificate for ABBE units and qualifications



14
Recognising candidates’ prior achievements




14
Distribution of ABBE certificates






15
Replacement of damaged certificates





15
Replacement of lost certificates






15
RETENTION OF CANDIDATE WORK AND RECORDS




16
EQUAL OPPORTUNITIES







17
REASONABLE ADJUSTMENTS AND SPECIAL CONSIDERATIONS


18
Externally verified units and qualifications




18
Lost or missing portfolios






19
Externally examined units and qualifications




19
Special considerations







21
FEEDBACK, RESULTS ENQUIRIES AND APPEALS




23
MALPRACTICE








25
USE OF LANGUAGES OTHER THAN ENGLISH




27
OVERSEAS ACTIVITY








27
COMPLAINTS









27
APPENDIX 1
Form: 
Transfer of candidate registration between approved assessment centres
APPENDIX 2
Form: 
Application for replacement certificate

APPENDIX 3
Form: 
Request for results enquiry

APPENDIX 4
Customer Service Statement

APPENDIX 5
Form: 
Request for appeal
INTRODUCTION

The purpose of this document is to provide details of the operational systems and procedures that support ABBE’s qualifications, accredited to the National Qualifications Framework and the Qualification and Credit Framework.  

All qualifications offered by ABBE follow the same operational systems and procedures, as outlined in this guide.

All of the qualifications offered by ABBE also have their own qualification handbook.  These are provided free of charge by ABBE on centre approval.  Further copies can be downloaded from the ABBE website at www.abbeqa.co.uk.  The qualification handbooks provide essential information for those involved in delivering ABBE qualifications.

Background to ABBE

ABBE (Awarding Body for the Built Environment) was formed in 1997 as a partnership of professional institutions and other organisations to offer vocational qualifications in the built environment and construction sector under the governance of Birmingham City University.  In 2005 ABBE became a separate company, limited by guarantee.

ABBE is regulated by the regulatory authorities of England, Wales and Northern Ireland (Ofqual – Office of the Qualifications and Examinations Regulator; DELLS – Department for Education, Lifelong Learning and Skills; and CCEA – Council for Curriculum, Examinations and Assessment) for delivery of a range of qualifications that are accredited to the National Qualifications Framework and the Qualification and Credit Framework.

ABBE has developed considerable expertise in overseeing high quality assessment for the higher level vocational qualifications and now offers a comprehensive suite of qualifications to the property and construction sectors through its approved assessment centres. 

Accreditation period for ABBE units and qualifications

All of ABBE’s qualifications are allocated a ‘last registration’ and ‘last certification’ date when accredited by Ofqual.  The ‘last registration’ date is the date by which candidates must be registered for the qualification; the ‘last certification date’ is the date by which the candidate must have claimed their certificate.  These dates are set when a qualification is first introduced and must be adhered to by all centres.

ABBE will advise centres of last registration and certification dates for qualifications in advance of these being reached.  In some cases, ABBE will request an extension to an expiry date for a qualification from Ofqual; in some cases a qualification may be redeveloped to ensure the content is up to date and introduced as a replacement; and occasionally the qualification will be withdrawn without a replacement being available.

Whichever of the above applies, ABBE will keep centres informed of the future of a qualification that is currently being offered.

When qualifications change, arrangements for transfer of candidates who wish to move to the new version will be provided by ABBE.

Role of the regulatory authorities and the qualifications frameworks
The regulatory authorities are responsible for the statutory regulation of nationally recognised qualifications to ensure that they are high quality, fit for purpose, command public confidence and are understood by both those who take them (candidates) and those who use them (approved assessment centres, employers, etc).  

All ABBE qualifications approved before 1 January 2009 are recognised on the National Qualifications Framework (NQF).

All ABBE qualifications approved after 1 January 2009 have been accepted on to the Qualifications and Credit Framework (QCF).  The QCF requires all qualifications to have a credit value to facilitate their use as credit towards future qualifications that a candidate may wish to undertake.

Both the NQF and QCF have nine levels: 

	Framework 

Level


	Level indicators
	Examples of qualifications

	Entry
	Recognise basic knowledge and skills and the ability to apply learning in everyday situations under direct guidance or supervision
	Entry 1, Entry 2, Entry 3 in a range of subjects



	Level 1
	Recognise basic knowledge and skills and the ability to apply learning with guidance or supervision
	NVQ Level 1; 

GCSE Grade D-G



	Level 2
	Recognise the ability to gain a good knowledge and understanding of a subject area and perform varied tasks with some guidance or supervision
	NVQ Level 2;

GCSE Grade A*-C



	Level 3
	Recognise the ability to gain and apply a range of knowledge, skills and understanding
	NVQ Level 3;

A-levels



	Level 4
	Recognise specialist learning and involve detailed analysis of a high level of information and knowledge 
	Certificates of higher education



	Level 5
	Recognise the ability to increase a depth of knowledge and understanding to enable the formulation of solutions and responses to complex problems and

situations
	Intermediate higher education qualifications (eg foundation degrees)



	Level 6
	Recognise a specialist high level knowledge, enabling the use of an individual’s own ideas and research in response to complex problems/situations
	Bachelor degrees with honours



	Level 7
	Recognise highly developed and complex levels of knowledge which enable the development of in-depth and original responses to complicated and unpredictable problems and situations
	Masters degree; postgraduate certificate/diploma



	Level 8
	Recognise leading experts or practitioners in a field
	Specialist awards




The level identified within an ABBE qualification title relates to the level of responsibility and/or accountability someone is working to in a job role.  The higher the level, the more of the following characteristics are likely to be found:

· Ability to deal with complex or difficult situations and issues

· Specialised skills and knowledge

· Ability to use and transfer skills and knowledge across different work contexts

· Ability to innovate and cope with non-routine activities

· Ability to organise and plan work

· Ability to supervise or manage others

For all ABBE qualifications on the QCF, the type of qualification identified within the qualification title specifies the breadth of knowledge and skills required to carry out the role.  The title of Award (between 1 and 12 credits), Certificate (between 13 and 36 credits) or Diploma (37 credits or above) demonstrates:
· Breadth and range of competence

· Depth and breadth of knowledge and understanding

National Occupational Standards

All of ABBE’s qualifications are based on, or linked to, National Occupational Standards.  These standards are developed by bodies representing employers in a particular sector or industry.  In the main, these bodies are known as Sector Skills Councils and are in place, amongst other things, to look after the training and development needs of the workforce within their specific sector or industry. 

National occupational standards set out the standard that an employee should be working to in a particular job or job role and their main purpose is to be used as the basis for nationally recognised qualifications.  They can be used as the main measure of an individual’s level of performance and knowledge or they can be used as a framework for assessment of a related group of skills and knowledge.
Another way in which national occupational standards are used is as a 

benchmark tool for employers.  The standards could be used as the basis for a job description/person specification or an appraisal/performance management system.

ABBE works with a number of sector skills councils to ensure that our qualifications reflect current working practices and up to date knowledge requirements.

Vocational units and qualifications
Vocational units and qualifications are designed to recognise and develop an individual’s skills and competence in a specific job or job role.  They focus on the particular, job related skills and knowledge needed in employment and allow the candidate to demonstrate that they have the ability to do a particular job to the standard required by employers.

All qualifications are made up of a number of units of credit.  Each unit represents competence in a particular work activity or role.  Candidates have to complete a specified number of units in order to be awarded the full qualification.  

The unit is usually the smallest part of a qualification that can be separately 

certificated.

Depending upon the assessment method used within a qualification, it is described as either non-verified or verified.
A non-verified unit or qualification is usually assessed by means of an ABBE set and marked examination, therefore there is no requirement for the approved centre to carry out any assessment themselves.

A verified unit or qualification is usually competence based and requires candidates to collect evidence which is then assessed by the approved centre.  The centre must have systems and procedures in place to support and internally quality assure this assessment and these systems and procedures are then externally verified by ABBE.  Further information on the arrangements for assessment and verification of verified qualifications can be found in the ABBE Guide for Assessors and Internal Verifiers available on the ABBE website at www.abbeqa.co.uk or by telephone on 0121 331 5174.

Regulatory Codes of Practice 
All nationally recognised qualifications are governed by Ofqual statutory regulations, as specified in their document ‘Regulatory Arrangements for the Qualifications and Credit Framework’.  

CENTRE APPROVAL 

Advisory visits

Prior to making an application for approval, an organisation may request an advisory visit to help them plan and prepare for the implementation of the qualifications. Advisory visits may be requested by telephoning ABBE on 0121 331 5174 or by email to abbeenquiries@bcu.ac.uk.   Advisory visits are charged at the standard visit fee rate (see ABBE Fees List).

Becoming an ABBE approved assessment centre for non verified units and qualifications
Some ABBE qualifications are assessed purely by means of an ABBE externally set and marked examination.  In order to become an ABBE approved centre for one of these qualifications, organisations must apply for approval from ABBE using the Application for Centre Approval for Non Verified Qualifications form which is available from the ABBE website, www.abbeqa.co.uk or by telephoning ABBE on 0121 331 5174.  The application can include as many qualifications as the organisation wishes to apply for at this time.

Centres can be private training providers, professional institutions, colleges of further or higher education, private companies or any other organisation which has the infrastructure in place to deliver the required training.

The relevant fee must be included with the application; cheques should be made payable to ABBE Limited.
Centre evaluation process for non verified units and qualifications

Evaluation of the application form will normally be undertaken as a desktop exercise and a response on the outcome provided to the organisation in writing.

If an organisation is unhappy about an ABBE decision, they can appeal against this by following the ABBE Appeals procedure (see APPEALS). 

Adding additional non verified ABBE units and qualifications

Where an ABBE approved assessment centre wishes to add additional non verified ABBE qualifications to its existing provision, it must complete a further ABBE Application for Centre Approval for Non Verified Qualifications form.  These are available on the ABBE website, www.abbeqa.co.uk or by telephoning ABBE on 0121 331 5174.  The centre can add as many qualifications as they wish to this form.

Completed application forms including the relevant fee (see ABBE Fees List) should be returned to ABBE, Birmingham City University, Franchise Street, Perry Barr, Birmingham, B42 2SU or via email to abbeenquiries@bcu.ac.uk.

The relevant fee must be included with the application; cheques should be made payable to ABBE Limited.

Becoming an ABBE approved assessment centre for verified units and qualifications

In order to become an ABBE approved assessment centre for verified qualifications, organisations must apply for approval from ABBE.  Assessment centres can be private training providers, professional institutions, colleges of further or higher education, private companies or any other organisation which has the infrastructure in place to support the delivery, assessment and internal quality assurance of a verified qualification.

Organisations wishing to apply must complete an ABBE Application for Centre Approval for Verified Qualifications form which is available on the ABBE website, www.abbeqa.co.uk or by telephoning ABBE on 0121 331 5174.  The application can include as many qualifications as the organisation wishes to apply for at this time.

The organisation must identify all of the personnel, or potential personnel they have in place to deliver, assess and internally verify the qualification, including a ‘single named point of accountability’ within the centre for the overall quality assurance, management and administration of the ABBE qualifications to be offered by the centre.  This could be the Head of Centre, Centre Manager, Managing Director or any other appropriate person within the organisation who can take on this role.

It should be noted that ABBE will be unable to process certification requests for candidates until an appropriately experienced/qualified internal verifier is in place at the centre.

The organisation must demonstrate that they are able to meet the Ofqual Approved Centre Criteria contained within the application form.  All approved assessment centres must provide evidence to show that they can meet these criteria and this evidence must be recorded on the application form.

Completed application forms including copies of the following supporting information and the relevant fee (see ABBE Fees List) should be returned to ABBE, Birmingham City University, Franchise Street, Perry Barr, Birmingham, B42 2SU or via email to abbeenquiries@bcu.ac.uk. 
The relevant fee must be included with the application; cheques should be made payable to ABBE Limited.

Supporting information 

In order to become an approved assessment centre, the organisation must show that they have the following in place:

	Equal opportunities and equal access to fair assessment policy
	Including details of the arrangements that will be made for candidates with particular assessment requirements and  the plans that are in place to monitor and review candidate’s achievements in relation to access to fair assessment



	Organisation chart
	Identifying the ‘single named point of accountability’, assessment and internal verification team and the location of any satellite centres (see below).  

The chart should be specific to the qualifications being applied for and should show the responsibilities and communication channels of all staff




	Internal verification policy, plan and records
	Including the proposed sampling strategy and mechanisms for ensuring consistency and rigour of assessment in line with the centre’s aims and policies for vocational qualifications



	Health and safety policy
	Showing the arrangements that are in place to ensure that equipment and accommodation used in the delivery and assessment of the qualifications meet the requirements of relevant legislation



	Statement on access to resources
	Detailing the arrangements the centre will have in place to ensure candidates can access the appropriate resources to meet the evidence and assessment requirements of the qualification 



	Occupational competence records
	Evidence of the assessors and internal verifiers qualifications and experience to show how they meet the occupational competence requirements of the qualification(s) to be offered and any plans for continuing professional development



	Staff development policy/plan
	Including staff induction plan, training programme and minutes/records of training/briefing activities



	Assessment plan
	Demonstrating how candidate induction, initial assessment and ongoing assessment will be undertaken and recorded



	Appeals procedure
	Showing the steps that can be taken when a candidate wishes to appeal against a centre decision and how the centre plans to inform candidates about this process



	Description of the mechanism for notifying ABBE of significant changes to centre activity
	Showing how ABBE will be kept informed of any material changes to centre practice or operations, eg replacement of a key member of staff


Units and qualifications which include external examinations

All non verified and some verified qualifications include an externally set and marked examination.  For these qualifications, organisations must be able to demonstrate that they can access appropriate facilities and invigilation staff to conduct the examination.  Further details of the requirements can be found in the ABBE External Examination Guidelines for Assessment Centres and Invigilators on the ABBE website at www.abbeqa.co.uk or by telephone from 0121 331 5174.

Adding additional ABBE verified units and qualifications 
Where an ABBE approved assessment centre wishes to add additional ABBE verified qualifications to its existing provision, it must complete an ABBE Application for Additional Qualification Approval Verified Qualifications form.  This is available on the ABBE website, www.abbeqa.co.uk or by telephoning ABBE on 0121 331 5174.  The centre can add as many qualifications as they wish to this form.

To gain approval for additional qualifications the centre must identify the personnel they will use to deliver, assess and internally verify these and also confirm that quality assurance procedures to support this programme fit into the existing quality assurance procedures in place in the centre.

Completed application forms including the following supporting information and the relevant fee (see ABBE Fees List) should be returned to ABBE, Birmingham City University, Franchise Street, Perry Barr, Birmingham, B42 2SU or via email to abbeenquiries@bcu.ac.uk.
The relevant fee must be included with the application; cheques should be made payable to ABBE Limited.

Supporting information

When applying to add an additional verified qualification to their existing provision, an approved assessment centre must show that they have the following in place for this specific qualification: 

	Statement on access to resources
	Detailing the arrangements the centre will have in place to ensure candidates can access the appropriate resources to meet the evidence and assessment requirements of the qualification 

	Occupational competence records
	Evidence of the assessors and internal verifiers qualifications and experience to show how they meet the occupational competence requirements of the qualification(s) to be offered and any plans for continuing professional development


Satellite centres

A satellite centre is a centre that is attached to an approved assessment centre, but is located in a different geographical location and has its own assessment and internal verification team. 

Where a centre is intending to use satellite centres, these must be identified on the Application for Centre Approval form.

Centres in England cannot operate satellite sites in Scotland or any other location outside the jurisdiction of Ofqual (England, Wales and Northern Ireland).  Centres based in, and wishing to offer qualifications in, Scotland or elsewhere must apply for approval and set up as an approved assessment centre in their own right.

Centre evaluation process for verified qualifications

Once the application form (for a new centre, or additional qualifications) has been received by ABBE, an evaluator will contact the organisation to arrange an evaluation visit.  

At the evaluation visit, the evaluator will wish to see the evidence that has been identified on the application form and talk to relevant staff about proposed plans for delivery, assessment and internal verification of the qualification(s).

The evaluator will then add their comments to the application form, along with any required action points, and a recommendation as to whether the centre should be approved.

The evaluator will then return the form to ABBE and, following review and where appropriate, a letter confirming centre approval is sent out.

Where an organisation cannot be approved based on the evidence they present, ABBE will provide an action plan to identify what must be done by the organisation before they can be considered for approval.

If an organisation is unhappy about an ABBE decision, they can appeal against this by following the ABBE Appeals procedure (see APPEALS). 

In some instances where a centre is adding qualifications to their existing provision, it may not be necessary for ABBE to carry out an evaluation visit.  On receipt of the application form, ABBE will advise the centre whether a desktop evaluation can be carried out rather than a visit to the centre.

Centre closure

Should a centre cease trading, or if it can no longer offer ABBE qualifications, it must advise ABBE in writing as soon as possible.  The confirmation should include details of:

· the proposed date of closure

· the arrangements that will be made for outstanding candidate assessment and certification

· the arrangements that will be made for the assessment and verification records to be passed on or securely stored

CANDIDATE REGISTRATION 

Candidate registration process

Once a centre has received confirmation of its approved centre status, ABBE can accept candidate registrations.

Candidates are registered directly with ABBE via the online registration system.

In order to register candidates, centres must sign a copy of the ABBE Parnassus Online Candidate Registration System Agreement (available from the ABBE website) and return it either by email or post.  On receipt ABBE will issue a user name and password along with a user guide.  Centres will then be able to register their candidates directly to the ABBE system.
Candidate registration fees are detailed on the ABBE Fees List.  Candidate registration fees are payable as soon as the candidate’s details have been submitted to ABBE via the online system.  An invoice will be provided to the centre and should be settled in line with ABBE’s standard terms.
Please note that candidates must be registered, and in possession of a candidate registration number, before they can sit an ABBE examination or claim a certificate for a unit or full qualification.

Once made, a candidate registration remains with the candidate for the life of the qualification; it cannot be refunded or transferred in any way.
Please note that for the ABBE Level 3 Award in Home Energy Advice, there is a slightly different arrangement for candidate registration.  Please see the qualification handbook for further details.

Transfer or refund of candidate registration and fees

Once a registration has been made, this remains with the candidate and it cannot be transferred to another candidate if the original candidate leaves the programme early.  
In addition, no refunds of candidate registration fees can be made in the event that a candidate leaves the programme early.

Where a candidate wishes to transfer to another approved assessment centre, the 
receiving assessment centre must complete a Transfer of candidate registration between approved assessment centres form (see Appendix 1) and this must be signed by a representative of the candidate’s original centre.  This should then be submitted to ABBE and the transfer will be processed.

In exceptional cases, where a candidate is registered for an ABBE qualification and wishes to transfer to a different ABBE qualification this may be possible as long as the candidate has not claimed certificates for any units or sat an examination for the original qualification.  Where a transfer is required, the centre must write to ABBE to request this and must include the following information:

· Candidate’s name and ABBE registration number

· Full title of the qualification they are currently registered for

· Full title of the qualification they wish to be transferred to

· Reason for the transfer 

ABBE EXTERNAL EXAMINATIONS

In order to sit an ABBE examination, a candidate must first be registered for the qualification (see CANDIDATE REGISTRATION).  Once this has been confirmed the centre can then register the candidate for a particular examination sitting.  
The dates for external ABBE examinations can be found on the ABBE website at www.abbeqa.co.uk or by telephone from the ABBE office on 0121 331 5174.
The candidate must be registered for the examination, by the specified closing date, using an ABBE External Examination Registration Form (also available on the ABBE website).  ABBE will then confirm the registration with the centre.
Please note that no additional registrations can be accepted once the closing date for an examination has passed.
The approved assessment centre is responsible for providing suitable accommodation for the examination to be held and a suitably qualified invigilator.  The ABBE Guide for Invigilators (available on the ABBE website at www.abbeqa.co.uk, or by telephone from the ABBE office on 0121 331 5174) provides instructions on the conduct of ABBE examinations and must be read, and the instructions adhered to, by all invigilation staff before, during and after the examination.

An invigilation certificate must be completed and returned to ABBE, immediately following an examination held by the centre.  This certificate is a report on the conduct of the examination and any issues or difficulties reported during the examination will be taken into account when the examination results are reviewed by the Examinations Officer.   This must also contain a record of any reasonable adjustments or special considerations made for any candidates taking the examination.
Examination results cannot be issued if a completed invigilation certificate is not received from an assessment centre.

Once the examination results have been moderated, a results slip will be issued to the centre for each candidate who sat the examination.  The results slip will identify a Pass/Fail result.  In addition, the percentage mark will be provided for those candidates that fail.
ABBE reserves the right to carry out inspection visits to centres while examinations are taking place.  These may be at short notice or with no prior notice.
Security of examination material and candidate work
It is the approved assessment centre’s responsibility to ensure that security of examination material is maintained at all times.  All measures must be taken to ensure that no information relating to the content of an ABBE examination is retained after an examination or removed from the examination room by a candidate.
Where computers are used to carry out an examination, the centre must ensure that the candidate has no access to the work of any other candidates or the tutor; information sources such as the internet or the candidates own files held elsewhere on the system; aids such as calculators and spell checkers, where these are specifically prohibited by the examination instructions; or email via the computer system.

CANDIDATE CERTIFICATION FOR ABBE UNITS AND QUALIFICATIONS
ABBE will only issue a certificate to a candidate once all of the required components have been achieved and the necessary documentation has been received from the assessment centre.
The value of a certificate (particularly when it has a direct link to legislation or licence to practice) should not be underestimated and assessment centres must ensure that all certificates are handled securely and all measures taken to ensure that they are successfully issued to, and received by, the correct candidate.  

Certification of non verified units and qualifications

Where an ABBE unit and/or qualification is assessed wholly by means of an external examination, a unit and/or full award certificate will be issued on successful achievement of the examination.

Certification of verified units and qualifications
Approved assessment centres should complete an ABBE Certificate Request Form for all candidates who have completed a unit or group of units from an ABBE verified qualification.  These must be presented to the external verifier, at their next visit, along with the candidate’s portfolio of evidence.

Where the external verifier is able to confirm certification for a candidate, they will sign the request form and return it to ABBE.  

Where a centre has requested certification of some of the units within a qualification, they will receive a certificate that lists those individual units.

Where a centre has requested certification of a full award, they will receive a certificate that identifies the full qualification title and a certificate listing all of the units achieved at that time.
Recognising candidates’ prior achievements
On occasion, candidates may bring forward evidence of prior experience, learning or qualifications which can be recognized towards ABBE units and qualifications.  This evidence can be categorized in the following ways:

Recognition of prior learning (RPL) – experience gained by the candidate through work or training activities for which the candidate does not have formal certification

Exemptions – units or qualifications held by the candidate which do not have a predetermined credit value on the Qualifications and Credit Framework

Equivalent units – units or qualifications held by the candidate which have a predetermined credit value and appear on the Qualifications and Credit Framework

Centres must review any prior learning or achievements brought forward by the candidate to determine their suitability as evidence.  The external verifier should be made aware of these decisions at their next visit.
The ABBE qualification handbook will specify the RPL, exemptions and equivalent units that are appropriate for each qualification.
Distribution of ABBE certificates

All certificates will be issued to the approved assessment centre for distribution to individual candidates.  

Centres must:

· issue certificates to candidates promptly 
· keep records of the receipt and issue of certificates

· keep the certificates in a secure place until they are distributed

Before the certificate is handed to the candidate the centre should confirm the candidate’s identity.  Certificates may be sent to candidates by recorded delivery at the centre’s discretion.

Unclaimed certificates must be retained, and kept securely, by the centre for a maximum of twelve months from the date of issue by ABBE.  After this time any unclaimed certificates must be returned to ABBE.  Under no circumstances should an unclaimed certificate be destroyed by the centre.

All certificates remain the property of ABBE and are issued with the following conditions:

· certificates are passed on to candidates with minimum delay

· certificates are not withheld from a candidate under any circumstances

· any alteration or defacement of a certificate renders it invalid

· ABBE has the right to request the return of a certificate at any time if found that it has been incorrectly issued
Replacement of damaged certificates

Centres or candidates can apply for replacement of damaged certificates.  The request must be made in writing, accompanied by the original certificate.  A fee is payable for this service; see the ABBE fees list for details.

Replacement of lost certificates

Centres or candidates can apply for replacement of lost certificates.  The request must be made using the form Application for a replacement certificate (see Appendix 2).
It will only be possible to replace a lost certificate if it can be clearly seen from the evidence provided that all possible action has been taken by the centre and/or the candidate to retrieve it.

A fee is payable for this service; see the ABBE fees list for details.

RETENTION OF CANDIDATE WORK AND RECORDS

Centres must retain copies of assessment and internal verification records for a period of three years from the date the candidate’s certificate was claimed from ABBE.

For units that are assessed and internally verified by the assessment centre, samples of candidate work must be retained and monitored by the centre to ensure that standards are maintained over time.  Centres may find it useful to use these as the basis for standardisation activities carried out by IVs with their teams of assessors.

Centres should remember that portfolios are the property of the individual candidate, therefore assessor and internal verifier records should be kept separately by the centre.  In addition, any work retained by the centre should be copies of candidate evidence, rather than originals.

EQUAL OPPORTUNITIES

ABBE approved assessment centres must ensure that all candidates registered 

for ABBE qualifications:

· receive equal treatment regardless of gender, sexual orientation, colour, race or national origin, age, marital or civil partnership status, family circumstances, socio-economic background, disability or religious or political beliefs.  

· have equal access to fair assessment of the skills and knowledge required to achieve an ABBE qualification
See REASONABLE ADJUSTMENTS AND SPECIAL CONSIDERATIONS section for details of the support that can be provided to candidates to assist them in accessing ABBE’s qualifications.
All ABBE assessment centres must have an explicit, monitored equal opportunities and access to fair assessment policy in place to ensure fair access and fair assessment procedures for all candidates.  

ABBE external verifiers will wish to see that approved assessment centres:

· identify and provide for any special assessment needs of candidates and have mechanisms in place to ensure fair assessment (eg the internal verification plan identifies observation of assessment across a range of candidate types)

· have written policies and procedures in respect of equal opportunities and equal access to fair assessment

· offer assessment methods which are appropriate to meet the needs of individual candidates

· collect and analyse information on the performance of candidates in relation to equal opportunities and equal access to fair assessment to ensure that individual needs are being met

· keep accurate and up to date records of all activity undertaken in this area

ABBE will collect feedback on any issues that arise in relation to access to ABBE qualifications and feed this into the qualification development process to ensure that  our qualification specifications and examinations do not contain unnecessary or artificial barriers to access in relation to the language used, or the evidence requirements and assessment methods specified.

Any candidate who believes that they are being discriminated against should raise the matter through their approved assessment centre, or where this is not possible, direct to ABBE following the ABBE complaints procedure (see COMPLAINTS).
REASONABLE ADJUSTMENTS AND SPECIAL CONSIDERATIONS 

ABBE and ABBE approved assessment centres must ensure equality of access to accredited qualifications as required by relevant legislation, including the Disability Discrimination Act 1995 and the Ofqual ‘Regulatory Arrangements for the Qualification and Credit Framework’.

Externally verified units and qualifications 

These qualifications are designed to accredit a candidate’s competence in a particular job role, therefore for units within these qualifications, ABBE approved assessment centres must ensure that candidates are demonstrating competence to the requirements of the qualification on their own, with no assistance from others. 

As part of the initial assessment process, centres must identify any areas of the qualification where the candidate may have difficulty in meeting the requirements and explore with them ways in which these could be addressed.  The requirements of the qualification cannot be amended, re-worded or omitted in any way.

Candidates can use any commercially available, appropriate equipment to assist them in demonstrating competence (eg a minicom system, text enlarging software), however they cannot seek the assistance of another person to carry out an activity on their behalf (eg it would be unacceptable for a candidate to ask a colleague to go into a loft, give them instructions on what to look at and then write down what is reported back to them by the colleague).

Centres can decide on the use of appropriate equipment or materials to support the candidate without reference to ABBE, however their use must be reported to the external verifier at their next visit to the centre.

Format of evidence

Unless evidence is required in a specific format by the qualification specification (eg a written report), the candidate may present their evidence in any format that is appropriate to their needs (eg an oral record of questioning, signed on to video, CD, DVD, Braille).  Centres should explore appropriate assessment methods with the candidate and review these on an ongoing basis to ensure their effectiveness throughout the programme.  

Whatever form the evidence takes, the assessment centre must ensure that it is accessible to both the internal and external verifier (eg by providing a comprehensive reference to show where particular evidence can be found on a tape, or an appropriately skilled person to translate Braille or signed evidence).

Where a candidate is unable to meet the requirements of a particular unit or units within a qualification, the centre can claim unit certification for those units that can be achieved.   However, the centre must advise the candidate that they will be unable to achieve the full qualification.

Lost or missing portfolios

In a situation where a candidate’s evidence is lost or goes missing, and is not therefore available for external verification, in the first instance centres must report this situation to ABBE.   
Centres must then provide copies of all relevant assessment and internal verification records, copies of any evidence that may have been retained by the candidate (eg held on their own personal computer) and details of the circumstances of the loss for consideration by the external verifier at their next visit.  

The ABBE external verifier will then review these records and any evidence gathered to determine whether, in light of a full verification of the assessment and internal verification processes in the centre, an award could be made.

Externally examined units and qualifications 

For the external examination component of a qualification or unit there are two ways through which access to fair assessment can be maintained:

Reasonable adjustments can be made before the examination is undertaken to help reduce the effect of a disability or difficulty that could place the candidate at a substantial disadvantage in an assessment situation.
Special considerations can be made just before or at the time of an examination where a candidate has been temporarily disadvantaged by illness or injury and is unable to complete all of the usual assessment requirements.

Reasonable adjustments

Reasonable adjustments must not affect the integrity of what needs to be assessed.  

What is reasonable will depend on the individual circumstances, cost implications and the practicality and effectiveness of the adjustment.  Other factors, such as the need to maintain standards of competence and health and safety, will also be taken into consideration. 

Assessment centre responsibilities

ABBE approved assessment centres must:

· have an explicit, monitored access to fair assessment policy that is communicated to all staff and candidates.

· have effective internal procedures in place to identify, as early as possible and preferably during initial assessment, any difficulties the candidate may have in accessing assessment

· explain to the candidate the assessment requirements of the qualification and discuss any reasonable adjustments that may need to be made

-
When identifying reasonable adjustments to assessment, centre staff must take into consideration the candidate’s normal way of working and the assessment requirements of the qualification. Certain simple adjustments may be all that is required, eg a dyslexic candidate may need extra time to complete a written test, but may not need extra time for a practical activity.

-
In order to ensure that any adjustments to assessment will only provide the candidate with the necessary assistance without giving them an unfair advantage over others, centres must be clear about the extent to which the candidate is affected by the disability or difficulty.  The implications of some disabilities are not obvious and it may be necessary for centres to obtain specialist advice to determine what level and kind of assistance the candidate will need.

-
Any adjustment to assessment must neither give the candidate an unfair advantage nor should it disadvantage the candidate.  The qualification achieved must have the same credibility as that of any other candidate.  As vocational qualifications lead to employment, achievement must give a realistic indication to the potential employer of what the holder of the certificate can do.

· identify appropriate, authorised reasonable adjustments and apply these at the time of the examination

· It may be necessary to accommodate candidates separately if they are

using readers, scribes, BSL/English interpreters, amplification or other equipment that may disturb other candidates

· record their use on the examination invigilation certification and return this to ABBE

· keep accurate and up-to-date centre records where alternative assessment arrangements have been put in place for candidates.

· Centres must keep records of its decisions to allow reasonable 
adjustments along with any supporting evidence (eg diagnostic report, medical certificate).  The records and supporting evidence must be kept for three years from the date of the assessment and made available to ABBE on request.

Barriers to access

It is unfortunately the case that some full qualifications may be inaccessible to some candidates because the candidate is unable to demonstrate competence in specific elements.   If it is found that the barriers are created by something like inappropriate or inaccessible wording, ABBE will provide feedback from centres and practitioners to Ofqual and the individual standards setting bodies.  Any issues relating to the assessment process will be dealt with by ABBE.
Application of reasonable adjustments to ABBE qualifications

The reasonable adjustments allowed for each ABBE qualification will be specified in the qualification handbook.
Reasonable adjustments normally take the following forms:

Additional time

Where there is evidence of need, the centre may grant additional time to those candidates whose ability to demonstrate attainment is affected by their disability or difficulty.    

Additional time must be requested on the External Examination Registration Form at the time the candidate is registered for the examination with ABBE.

Amanuenses

An amanuenses is a person who, in an examination, records (usually in writing, or on computer) a candidate’s dictated answers to questions.  Candidates are eligible to use amanuenses if they suffer from long term or temporary disabilities that prevent them from providing their answers by other means.

An amanuensis can be used without prior application to ABBE, however their use must be recorded on the invigilation certificate submitted to ABBE after the examination.

Reader

A reader is a person, who in an examination, reads questions to a candidate.  Candidates are eligible to use a reader if they suffer from a long term or temporary disability which prevents them from reading the questions themselves.

A reader can be used without prior application to ABBE, however their use must be recorded on the invigilation certificate submitted to ABBE after the examination.

Alternative examination accommodation arrangements (eg hospital, home)

Where a candidate is unable to attend a examination centre to undertake an ABBE examination due to temporary illness or disability, an alternative venue can be considered.

An alternative venue must be requested on the External Examination Registration Form at the time the candidate is registered for the examination with ABBE.

Please refer to the relevant Qualification Handbook for details of those reasonable adjustments that can be made for the external examination of a particular qualification.
Special considerations

Special considerations only apply to examined components of a qualification and are provided where specific circumstances have arisen near the time of the examination that could not be provided for by prior arrangement of reasonable adjustments.

Centres must ensure that special considerations do not affect the integrity of what is being assessed and must not give the candidate an unfair advantage.  The result must reflect the candidate’s achievement in the assessment and not their potential ability.

Special consideration may result in a small post-assessment adjustment to the marks of candidates.  The size of the adjustment will depend on the circumstances during the assessment and will reflect the difficulty faced by the candidate in attempting the assessment.  

A candidate who is fully prepared for an examination may be eligible for special consideration if:

· performance in the examination is affected by circumstances beyond the control of the candidate eg recent illness, accident, serious disturbance during the exam
or

· reasonable adjustments agreed in advance of the examination proved inappropriate or inadequate
and 

· there is no alternative examination date available in the next four months
Requests for special consideration must be recorded on the invigilation certificate for that examination and cannot be considered after that time.
Appeals

Candidates who wish to appeal against any decisions made by ABBE in relation to reasonable adjustments or special considerations should follow the ABBE Appeals procedure (see APPEALS). 

Malpractice

Centres must note that failure to comply with the guidance regarding reasonable adjustments and special considerations has the potential to constitute malpractice and may lead ABBE to withhold the candidate’s result and investigate practices within the centre.

Failure to comply could take the form of:

· Putting in place adjustments without seeking prior approval from ABBE, where this is required

· Exceeding the adjustments allowed by or agreed with ABBE

· Failing to maintain records of reasonable adjustments and special considerations for audit purposes 

FEEDBACK, RESULTS ENQUIRIES AND APPEALS

Feedback

ABBE can provide feedback on the performance of a candidate in an examination to the assessment centre or to the candidate.  This service is free of charge and should be requested by sending an email to abbeenquiries@bcu.ac.uk stating:

· Candidate name

· ABBE registration number

· Title of examination

· Date of examination

· Name of assessment centre

Results enquiries

ABBE has a standard quality assurance procedure to process all examination results.   This includes a review of the performance of all questions in the examination, focusing particularly on those where a low number, or a high number, of candidates selected the correct answer; and any feedback provided from invigilators and candidates.  
Where a centre or candidate disagrees with, or wishes to question, the results provided for an ABBE external assessment, a results enquiry can be made to ABBE.  It should be noted that, as all questions in ABBE multiple choice examinations come from a live question bank, it is not possible for ABBE to provide details of specific questions or answers as part of this process.
All results enquiries must be applied for using the ABBE Request for Results Enquiry Form (see Appendix 3) and attaching the relevant fee (see ABBE Fees List).  

All applications must be made within two weeks of the results being issued.

ABBE will review the results of the candidate concerned along with the issues/concerns specified on the application form and provide a written response in line with the timescales published in our customer service statement (see Appendix 4).  
Appeals

ABBE will accept an appeal from a centre or candidate in the following circumstances:

· A candidate appealing against an assessment/verification decision made by an approved assessment centre where the centre’s own appeals procedure has been followed to its conclusion and the candidate is not satisfied with the outcome.

In this case the centre’s own appeals procedure must be followed to its conclusion before referring the matter to ABBE.

· An approved assessment centre appealing against a verification decision made by an ABBE external verifier in the areas of:

-
non compliance with approved centre criteria, Ofqual statutory regulations and/or codes of practice

-
validity/reliability of the centre’s assessment/verification decisions

-
withdrawal of direct claims status

-
withdrawal of centre approval either for one specific qualification or all ABBE qualifications

· A candidate or approved assessment centre appealing against the result of an ABBE external assessment

In the event of failure of an ABBE examination, the candidate or centre must apply for a results enquiry and await the results of this before making an appeal to ABBE.

· An organisation appealing against an evaluation decision for centre approval.

· An approved assessment centre appealing against a sanction imposed as a result of an investigation of malpractice.
Making an appeal

All parties must make every effort to resolve a problem or dispute informally before instigating a formal appeal.
All appeals must be made to ABBE in writing using the ABBE Request for Appeal form (see Appendix 5) and within fifteen working days of the decision that is being appealed against.  This communication must set out the full grounds of the appeal and must be accompanied by the appropriate fee (see ABBE Fees List).
ABBE will give written acknowledgement of the appeal and an indication of the timescale within which a response will be provided to the appellant.
Stage 1

The appeal will be investigated by an ABBE nominated representative who will consult with the approved assessment centre and all other relevant parties to establish the facts, including the nature of the appeal and the principal areas of dispute.
Where the appeal is against an assessment decision made by ABBE, the nominated representative will consider whether the awarding body:

· used procedures that were consistent with the regulatory criteria

· applied the procedures properly and fairly in arriving at judgements

Following the investigation, the outcome will be communicated to the appellant.

If the appellant is not satisfied with the outcome of Stage 1, they can request progress to Stage 2.  This request must be provided in writing within fifteen working days of receipt of the outcome of Stage 1.
Stage 2

The case will then be referred to the ABBE Appeals Panel who will consider all of the facts and make a decision as to whether the case should be upheld.
ABBE will inform the appellant in writing of the outcome of the appeal and any action required.
Where an appeal is upheld the fee will be refunded to the appellant.

MALPRACTICE

Malpractice is used to define any act, neglect, default or other practice which is in breach of regulations and which threatens the integrity of the certification of qualifications within the national qualifications framework and qualifications and credit framework.  

ABBE approved assessment centres must ensure that all relevant staff involved in the management, assessment, moderation or verification of ABBE qualifications are made aware of their responsibilities in relation to malpractice, maladministration and misconduct.

ABBE approved assessment centres must have robust quality assurance mechanisms in place in order to protect the integrity of the qualification and the validity of candidate certificates.  

Malpractice can arise for a number of reasons, including:

· actions undertaken intentionally to give an unfair advantage to a candidate or centre
· actions which come about due to ignorance of the regulations or carelessness/forgetfulness in applying the regulations

Centre staff malpractice 

Malpractice by centre staff could take a number of forms including:

· Breaches of security relating to the confidentiality of examination material, eg

permitting unauthorised access to examination material before or after an examination; failing to keep computer files secure; tampering with candidate answers before dispatch to ABBE

· Giving assistance to candidates, eg

assisting or prompting candidates with the production of answers in an

examination; providing candidates with an excessive amount of support in the production of evidence; providing candidates with evidence to present as their own work

· Other areas, eg

not ensuring exam venues conform to requirements; causing or allowing work to be assessed which is not the candidate’s own individual work; failing to ensure sufficient levels of internal verification; claiming certification with incomplete evidence; placing unacceptable amounts of pressure on assessors for the completion of portfolios and achievement of certificates by candidates; denying ABBE external verifiers access to the centre premises or records

Candidate malpractice

Malpractice by candidates could take a number of forms including:

· misuse of examination material

· failing to abide by an invigilator’s instructions during an examination

· introduction of unauthorised materials into an examination 

· copying from another candidate

· submission of another person’s work as if it were the candidate’s own

· disruptive behaviour in an examination

· pretending to be someone else or arranging for another to take their place in an examination

· offensive or insulting behaviour towards centre or awarding body staff

Reporting cases of malpractice, maladministration or misconduct

Where malpractice is suspected this must be reported in writing to ABBE.  The report must include the centre name and number; full nature of the malpractice or misconduct; date(s) the malpractice occurred; title of the qualification involved; complainant’s name, signature and date of report.
In cases of misconduct or irregularity during an examination, the invigilator is empowered to expel a candidate from the examination room.  The expelled candidate’s question paper/script should be secured and, in the case of a paper copy, be submitted to ABBE with the report.

If any of the rules of examination conduct are broken by a candidate, invigilator or other person required for the conduct of the examination, then ABBE may declare the examination or assessment void.

ABBE will acknowledge receipt of all reports.

Investigation of reported incidents

In the first instance, ABBE will require the approved assessment centre to fully investigate any suspected or actual irregularities or cases of malpractice and misconduct.  ABBE will agree with the assessment centre their proposed actions and the timescales for this.

ABBE will notify the regulatory authorities of the commencement of an investigation and provide an estimated timescale for its completion

Either at notification of a suspected or actual case, or at any time during the investigation, ABBE will reserve the right to suspend any claims for certification submitted by the centre.  We will endeavour to ensure that any ABBE staff involved in supporting the centre with an investigation will be independent of the management of the normal ABBE working relationship with the centre.

If the investigation confirms that malpractice, maladministration or misconduct has taken place, the centre may have one or more of the following sanctions applied; please note this list is not exhaustive:

· increased level of external verification visits or centre visits by appointed ABBE staff

· removal of ability to register and certificate candidates

· removal of approved centre status

The centre is responsible for informing staff and candidates affected by the removal of any ABBE services.

ABBE reserves the right to withhold a candidate’s results for all the ABBE qualifications for which they are registered at the time of the notification or investigation of suspected or actual malpractice, maladministration or misconduct.

Once an investigation is complete, a report must be produced by the centre.  ABBE will provide a copy of this to the regulatory authorities.  

In cases where certificates are deemed to be invalid, we will inform the regulatory authorities, centres and candidates of the reasons for this and any action to be taken for reassessment and/or certification.

Appeals

Where a centre wishes to appeal against a decision to impose sanctions as a result of identification of malpractice, they should follow the ABBE Appeals procedure (see APPEALS).
USE OF LANGUAGES OTHER THAN ENGLISH

For all of the qualifications offered by ABBE, assessment must normally be carried out in English.  At present all qualification specifications and examination papers are provided only in English.  Where a centre wishes to carry out assessment of a candidate in Welsh or Irish (Gaelige) they must inform ABBE at the time the candidate approaches the centre.  

For all qualifications designed for the workplace, assessment may also be carried out in any other language (including British Sign Language) provided that the assessment process followed is comparable to that offered in English and lack of proficiency in English does not prevent the candidate from carrying out their work role properly.

Assessment carried out in a language other than English does have implications for provision of an appropriately skilled assessment and verification team.  Centres must take this into account and discuss these implications through with ABBE before confirming the approach with their candidate.

OVERSEAS ACTIVITY

It must be noted that the remit of the regulatory authorities (Ofqual, DELLS and CCEA) extends to England, Wales and Northern Ireland only.  This has certain implications for the qualifications offered by ABBE:

· Approved centres based in England, Wales or Northern Ireland cannot extend their operations beyond these borders (ie they cannot have satellite centres in Scotland, Republic of Ireland or any other overseas location)

· Organisations which operate as approved centres outside of England, Wales or Northern Ireland must be approved as assessment centres in their own right

· The regulatory logo on the certificate indicates that the qualification is accredited only for England, Wales and Northern Ireland.  This should be confirmed to any candidate who achieves an ABBE certificate and is based outside England, Wales or Northern Ireland.  

COMPLAINTS

We aim to ensure that the service received from ABBE is satisfactory, however if a centre or candidate wishes to complain about any aspect of ABBE’s service, this should be sent in writing to:

Chief Executive

ABBE (Awarding Body for the Built Environment)

Birmingham City University
Franchise Street

Perry Barr

Birmingham

B42 2SU
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TRANSFER OF CANDIDATE REGISTRATION BETWEEN ABBE APPROVED ASSESSMENT CENTRES

Candidate registration fees are paid to ABBE by an approved assessment centre.  Therefore, the assessment centre ‘owns’ the registration.  Where a candidate starts a qualification with an approved assessment centre and then wishes to transfer to another centre, permission must be sought from the original centre for the transfer to take place.

A completed copy of this form must be submitted to ABBE for any candidate taken on by a centre where they have already been registered for the qualification by another centre.

Any issues relating to refund of fees paid to an assessment centre by a candidate must be resolved between the two parties.  All registration fees paid to ABBE are non-refundable.
	RECEIVING CENTRE NAME:



	CENTRE ADDRESS:



	CONTACT:



	EMAIL ADDRESS:




QUALIFICATION TITLE:

	CANDIDATE NUMBER


	NAME OF CANDIDATE




	DATE OF ORIGINAL REGISTRATION:




	REASON FOR TRANSFER:




ORGINAL ABBE APPROVED ASSESSMENT CENTRE:

CONTACT: 

I confirm that we agree to the transfer of this candidate’s registration:

Signed:



Date:

Please return to:   ABBE, Birmingham City University, Franchise Street, Perry Barr, Birmingham, B42 2SU or via email to abbeenquiries@bcu.ac.uk.
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APPLICATION FOR REPLACEMENT CERTIFICATE

Where certificate has been lost or stolen, the candidate or ABBE approved assessment centre may apply for a replacement.  The candidate/centre must ensure that all possible measures have been taken to locate the original certificate before applying for a replacement and details of this action must be reported on this form.
A fee is payable for this service (please see ABBE Fees List available on the website at www.abbeqa.co.uk or by calling 0121 331 5174).  Requests from candidates must be accompanied by a cheque made payable to ‘ABBE Limited’.  Requests received from assessment centres will be invoiced.

	ASSESSMENT CENTRE:

(where candidate was registered for the qualification)

	

	NAME OF CANDIDATE:


	

	CANDIDATE REGISTRATION NUMBER:


	

	CANDIDATE DATE OF BIRTH:


	

	CANDIDATE ADDRESS:


	

	QUALIFICATION TITLE:


	

	DATE OF ACHIEVEMENT OF QUALIFICATION:
	


FULL DETAILS OF HOW THE ORIGINAL CERTIFICATE WAS LOST:
	ACTION TAKEN TO INVESTIGATE THE LOSS AND RETRIEVE THE CERTIFICATE:

(please include as much detail as possible and note that ABBE will only be able to issue a replacement if all possible action has been taken to retrieve the original.  This is to minimise the risk of someone using the original in error or fraudulently)




I confirm that all appropriate measures have been taken to locate the original certificate:

Signed:



Date:

Please return to:   ABBE, Birmingham City University, Franchise Street, Perry Barr, Birmingham, B42 2SU or via email to abbeenquiries@bcu.ac.uk.
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REQUEST FOR RESULTS ENQUIRY
Where a centre or candidate disagrees with the results provided for an ABBE external assessment, a results enquiry can be made to ABBE.  All applications must be made within two weeks of the results being issued.

ABBE will review the candidate’s results taking into account the reasons for the enquiry as stated below.

A fee is payable for this service (please see ABBE Fees List available on the website at www.abbeqa.co.uk or by calling 0121 331 5174).  Requests from candidates must be accompanied by a cheque made payable to ‘ABBE Limited’.  Requests received from assessment centres will be invoiced.

	CENTRE NAME:



	CENTRE ADDRESS:



	TELEPHONE NUMBER:



	EMAIL ADDRESS:




QUALIFICATION TITLE:

	DATE OF EXAMINATION:




	CANDIDATE NUMBER


	NAME OF CANDIDATE



	CANDIDATE CONTACT DETAILS


	


	REASON FOR ENQUIRY

(where applicable, include all relevant information relating to use of examination paper, venue, equipment, etc)




NAME:







SIGNATURE:




DATE:

Please return to:   ABBE, Birmingham City University, Franchise Street, Perry Barr, Birmingham, B42 2SU or via email to abbeenquiries@bcu.ac.uk.
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CUSTOMER SERVICE STATEMENT

ABBE (Awarding Body for the Built Environment) is regulated by Ofqual (Office of the Qualifications and Examinations Regulator) to quality assure nationally recognised vocational qualifications, accredited to the National Qualifications Framework and Qualifications and Credit Framework.
The awarding body has ultimate responsibility for:

· quality assurance of the assessment and verification of candidates undertaking qualifications through ABBE approved assessment centres

· registration and tracking of candidate progress over time

· issue of qualification certificates

ABBE CUSTOMER SERVICE STANDARDS
ABBE will:

· Respond to all telephone messages within five working days.

· Acknowledge and, where possible, respond to all written communications (email messages and letters) within ten working days.

· Acknowledge applications for approval as an assessment centre or approval for additional qualifications within ten working days of receipt of the application form.

· Provide confirmation of decisions on centre approval and approval to offer additional qualifications within ten working days of receipt of an evaluation visit report.

· Request completion of an external verification pre-visit planning form by a centre at least fifteen working days before the external verification visit is scheduled to take place.

· Return a completed Ongoing Centre Monitoring Report Form to a centre within ten working days of the external verification visit to which it relates.

· Issue qualification and unit certificates to the centre within fifteen working days of receipt of completed Certificate Request Forms.

· Issue examination results within ten working days of an examination.

· Provide feedback on a results enquiry within fifteen working days of receiving a request.

· Acknowledge receipt of an appeal, report of suspected malpractice or complaint within ten working days of receipt, providing a proposed timescale for when the outcome of any investigation will be reported.

CONTACT DETAILS

ABBE

Birmingham City University

Franchise Street

Perry Barr

Birmingham

B42 2SU

Tel:
0121 331 5174

Fax:
0121 331 6883

Email:
abbeenquiries@bcu.ac.uk
Website:
www.abbeqa.co.uk 

FEES

All ABBE fees can be found on the ABBE fees list, available on the website: www.abbeqa.co.uk.

ABBE DOCUMENTATION

A current version of all ABBE documentation for centres and candidates is available on the ABBE website, www.abbeqa.co.uk and in hard copy from the ABBE office on request.

USE OF LANGUAGES OTHER THAN ENGLISH

All ABBE qualifications and assessment mechanisms are currently available in English only.  Guidance on using languages other than English is provided in the ABBE Centre Operations Guide available on the ABBE website at www.abbeqa.co.uk.

COMPLAINTS

We aim to ensure that the service received from ABBE is satisfactory, however if a centre or candidate wishes to complain about any aspect of ABBE’s service, this should be sent in writing to:

Chief Executive

ABBE

Birmingham City University

Franchise Street

Perry Barr

Birmingham B42 2SU
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REQUEST FOR APPEAL 
Where a centre or candidate wishes appeal against an assessment decision, an appeal can be made to ABBE.  ABBE will review the matter taking into account the reasons for the appeal as included below.   Please ensure that as much detail as possible is provided.  Appeals must be made within fifteen working days of the decision that is being appealed against.

A fee is payable for this service (please see ABBE Fees List available on the website at www.abbeqa.co.uk or by calling 0121 331 5174).  Requests from candidates must be accompanied by a cheque made payable to ‘ABBE Limited’.  Requests received from assessment centres will be invoiced.

	Name of person making appeal:
	

	ABBE registration number (if applicable):
	

	Organisation name:

(only to be completed if appeal is being made by an ABBE approved assessment centre)
	

	Address:


	

	Email address:
	

	Qualification title:
	


TYPE OF APPEAL (please tick)

	Candidate or centre appealing against an ABBE examination result           

   
	□

	A results enquiry must be requested before an appeal can be received by ABBE.  Please confirm date of results enquiry here: 

	Candidate appealing against an assessment/internal verifier decision made by their assessment centre


	□
	Candidates must follow the appeals procedure within their assessment centre before submitting an appeal to ABBE.  Please confirm that outcome of the centre appeals process is attached with this application 

□   

	Candidate or centre appealing against an ABBE external verifier decision

                         
	□
	

	Centre appealing against an evaluation decision for ABBE centre approval 

                                               
	□
	


	The ABBE appeals process is in two stages.  At Stage 1 the appeal will be investigated by the ABBE Chief External Verifier or Examinations Officer as appropriate.  If the appellant is not satisfied with the outcome at Stage 1, they can they refer the case to Stage 2 where the appeal will be reviewed by the ABBE Appeals Panel.

Please indicate which stage this appeal is at:

Stage 1 appeal        □                                               Stage 2 appeal         □


	REASON FOR APPEAL

(include all relevant information and attach separate documents as necessary)




NAME:







SIGNATURE:




DATE:

Please return to:   ABBE, Birmingham City University, Franchise Street, Perry Barr, Birmingham, B42 2SU or via email to abbeenquiries@bcu.ac.uk.
November 2009


ABBE Centre Operations Guide

PAGE  
14
November 2009
ABBE Centre Operations Guide


