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	Questions raised during and after meetings with debt advice organisations

	 
Question
	
Answer

	1
	Does the MAS peer review scheme relate to the Citizens Advice membership and standards requirements?  Will it eventually replace it?
	While the MAS Peer Review Scheme has some similarities to the membership and standards requirements, it will not replace them.  Peer review is a development tool used to aid development, consistency and high standards in debt advice.  Membership and standards requirements also seek to establish this but have more grounding in compliance.   

	2
	Can you provide clarity over the ICO guidance provided regarding client consent?
	ICO office guidance: The Data Protection Act 1998 (DPA) is based on eight principles and organisations must demonstrate compliance with these principles. Of particular relevance here is the first and second principle. These stipulate that information must be processed fairly and lawfully, that it should only be obtained for one or more specified purpose and shouldn’t be used for any purpose that’s incompatible with those purposes; you must also satisfy a condition for processing. One of these conditions is consent but there are others. In order for an organisation to be compliant with the first and second principle, they must either process personal information in a way that has been explained or in a way that’s in line with individual’s reasonable expectations. From the information provided I would suggest that it is unlikely to be in the individuals expectations that their information would be accessed by a third party for the reasons outlined in your email, therefore it would be advisable to provide fair processing information to explain this, although this does not necessarily mean you need their consent.  As an alternative you may wish to consider anonymising the data to remove reference to the individual so only the ‘advice given’ may then be accessed, guidance on anonymisation can be found in our anonymisation code of practice.  MAS/ICO Follow up discussion: This clarified that 'processing information' may include but not exclusively information provided to the client upon accessing the service either for the first time or at the point advice may be provided.  It was also clarified that at this point the client can be given the option to 'opt out' of allowing the use of their personal data for this purpose.

	3
	For CAB - can the AIC code be used to identify court representation cases for inclusion in the file lists
	Yes, adding an outcome to a legal AIC code can identify court representation cases for inclusion in file lists.  In addition, local citizens advice can also use a new local classification code; MAS DAP - Court Representation for peer review

	4
	There will be some historic case recording trends where an adviser was defined as a 'specialist caseworker' under the LSC contracts and therefore reports all work as 'specialist casework' regardless of how the client is helped.  Should this reporting approach be changed across the service?
	Yes, this approach should be changed across the service.  The work level recorded by an adviser should reflect the level of debt advice and support provided to the client rather than the level of expertise achieved by the adviser.

	5
	What PETRA report can be used to demonstrate 'no activity'  within a six month period for advice only clients?
	For Citizens Advice Participants only
It is anticipated and recommended by Citizens Advice that any such file should be closed and therefore a list of closed advice only files within the previous six months should be included.

	6
	Will there be an additional review where a major concern has been identified?
	Where a major concern has been identified an organisation will have 28 days to undertake remedial action and evidence of undertaking this action will be required to be submitted to Recognising Excellence.  In these circumstances an organisation will move from the standard 3 year peer review cycle onto an annual cycle.  This will remain until the organisation exceeds the threshold score as identified in the peer review scheme documentation.

	7
	Can a peer reviewer be provided with access to a case management system where this is possible and allowed?
	Yes, but only where the assessment can remain as a remote process and where only the files selected for the review can be accessed.  This is currently not the case for Petra but some services have clarified that this is possible for Advice Pro and potentially other CMS that are in use by independent advice services.

	8
	How is this a peer review scheme?  Who will undertake the assessments?
	All peer review assessments will be undertaken by specialist debt advisers who have been through a comprehensive recruitment process, which included an assessment of their own files.  The peer review pool will also be moderated by a technical expert who has been brought on board to support the peer reviewers and ensure consistency of approach.  The Peer Review Technical expert is Peter Madge who is known to many debt advisers through his role in the Specialist Support Team at Citizens Advice and his involvement within the sector throughout his career

	9
	Where does the peer review take place?
	Each peer review assessment will take place remotely.  Peer reviewers will undertake an assessment in a private area of their typical work environment or in some cases in a secure environment at home.

	10
	The scheme doesn't measure outcomes - why not?
	The Scheme is designed to measure the quality of advice as opposed to the outcomes of advice.  The measures are very different and take into account the accuracy of the advice given and takes account of any areas of exploration that may be missed.  The MAS evaluation framework and other outcome measures will focus on identifying the impact of advice on clients and their journey post advice.

	11
	Will the scheme trends analysis be shared more frequently than annually where useful insight has been obtained?
	If there are clear insights that are available through the roll out of the Scheme then consideration will be given to how to share this information in the most effective way ahead of the publication of the annual trends analysis.  

	12
	Does the Scheme assess clients who have gone through CIA or Gateway
	For local citizens advice, if an enquiry progresses to full debt advice the scheme will look at the CIA and the gateway as part of the review.  RE will not be reviewing enquiries at the gateway level or the Advice and information work level only.

	13
	Will a file be marked down where a vulnerable client received telephone advice and then didn't show up when they were asked to come in for a f2f follow up?
	If the case record includes detailed information about the action taken and details the circumstance about the client non attendance before the files is closed then the file would not be marked down.

	14
	We need a definition of debt advice as some work is completed at a generalist level? 
	There is a definition of casework in the peer review scheme documents which can be found on the MAS website and have been circulated by Recognising Excellence as the Scheme administrator

	15
	Will RE have access to petra? (asked at both meetings)  
	No.  Individual participants will need to re create the case file, including all preliminary information such as conflict checks as part of their file submission.

	16
	Will there be more guidance on uploading to Sharepoint?  
	Yes.  It is not the access to Petra as much as the uploading of information from Petra that will be the issue and how to upload the attachments, activities, client info etc.  A client could have multiple enquiries.  There will be a tutorial video that can be accessed upon logging into Sharepoint to provide straightforward guidance and a demo on how to undertake the process.  File submission into SharePoint must follow the prescribed mandatory folders to enable the Peer Reviewers to work through the individual documents. 

	17
	Clients have to be happy to peer review and therefore MAS cannot review any files? 
	 ICO guidance explains client consent is not specifically required but peer review must be explained to clients at the outset.  Clients can choose to opt out.  There is a suggested form of words in the pre assessment questionnaire pack that an adviser can use.  Please see Q&A 2 for a more detailed answer.

	18
	Will we receive individual feedback on every case? 
	 Yes each file will have an individual report produced with an assessment of the advice given and feedback on areas for improvement, good practice and a score.

	19
	There are 20 files in the assessment - is this every year?
	20 files (or more where there are more than 20 advisers) are reviewed in every peer review period, whether 3 year or 1 year cycle of  assessments.

	20
	How long do you envisage the peer review taking?  
	3 days has been allowed for the whole process including reports

	21
	Will MAS be involved in any employment implications? 
	No, it is for the adviser’s employer to decide to move forward with anything that relates to employment issues.

	22
	Will our individual results be shared? 
	No, they will not be shared with either your MAS lead organisation, your membership organisation eg. Citizens Advice or Advice UK or with the Money Advice Service.

	23
	Do you have any tools for self-assessment?  
	For Citizens Advice Participants Only
For Citizens Advice Organisations the Service Quality Officers in the MAS DAP team can provide help and support with this.  Alternatively the scheme documents contain the criteria that will be reviewed which can be used to create your own tools, guidance and checklists.

	24
	Is the list of files required for submission to RE, to be produced by adviser?  
	Yes, files will then be selected randomly for assessment.

	25
	Will this be the same approach to file lists and selection for debt advice provided by webchat?  
	This will cover all channels and further work is acknowledged here to make the assessment robust as it is a new area for peer review activity.  Participant advised they talk to about 16 clients per day and it is a different type of debt advice.

	26
	Will the FCA link into the peer review? 
	FCA are aware of this work but there are no links in terms of regulation.  Participants could choose to share their results of review with any party but this won't be shared through MAS.

	27
	An agency could be meeting their targets with basic advice and have no intention of improving? 
	Any organisation funded through a MAS grant is required to participate in the Scheme and throughout this route positively engage with their own development.  Should any organisation refuse to participate in in particular aspect of the Scheme this may have a possible impact on funding in this situation.  It will be the act of disengagement and not the score an organisation achieves that would breach the agreement as the MAS is committed to working with service to improve the quality of debt advice.

	28
	Will income maximisation be scored? 
	The criteria listed under Income Maximisation will be considered by the peer reviewer and they will consider the relevance and applicability of the criteria for the client given their personal circumstances recorded and explored on the record.  The criteria will not be scored directly but could be considered a missed issue.  Peer review will not assess if secondary advice is right or wrong.

	29
	Will debt come out of Citizens Advice QAA pilot? 
	There have been no discussions with Citizens Advice about the two processes which would lead to this outcome.

	30
	Can Citizens Advice organisations remove an enquiry from the scope of the peer review scheme that has already been included in the QAA pilot? 
	No

	31
	Some Citizens Advice agencies record enquiries on Petra and hard copy, can we submit both? 
	Yes

	32
	How many participants will you review every month? 
	 About 10 to 12.  Aiming for 70 per year.  There is likely to be more reviews in years 2 and 3 due to those on annual review.

	33
	Will peer reviewers work with one agency at a time or will reviewers have a caseload?  
	Peer reviewers will only undertake one assessment at a time

	34
	Will subsequent reviews be the same peer reviewer or a new one?  
	It is likely that it will be a new peer reviewer.  It is intended that the pool of peer reviewers will be replenished at around the 18 month stage, whilst ensuring that experienced mentors are maintained.

	35
	Will you be looking at creditor correspondence on file too?  
	Yes.  What if there are 7 debt collection letters on file?  If the letters are saying the same thing, then storing the most recent letter is fine.

	36
	Court representation cases are not recorded as such on Petra, we do not know whether this level will be achieved at the start and we advise as and when this happens.  How can we identify these cases?  
	Please see response to Q3.  For Citizens Advice organisations please see additional guidance supplied by the MASDAP team.

	37
	Will we know the scores before the feedback meeting?  
	Yes

	38
	Do information sources have to be included on the file, we never had to?  
	Please record on case records all information sources that you give to a client; whether you hand them this information during an appointment or you send this to a client by post.  For Citizens Advice organisations please see additional guidance from the MASDAP team.

	39
	Is the assessment criteria available for us to see?  
	Yes, it has been available since Jan 2015 and can be found on the MAS website and a link has been sent around by Recognising Excellence and can be found on their website.  For Citizens Advice organisations a link can also be found on cablink  and sent in further communications sent on 11th August 2015 from the MASDAP team.

	40
	Where paper copies of client files are submitted how these will be stored while the peer review takes place?
	Whilst files are in the care of a peer reviewer they hold responsibility for the safeguarding and confidentiality of all data relating to the Organisation being assessed, any Individual Adviser working for the organisation and the contents and detail of client files.  When not in use, files will be stored in lockable filing cabinets or a suitably secure equivalent location.  If assessments are being undertaken from a peer reviewer's home, files will be kept in a secure location and protected from accidental damage.

	41
	Is the process similar to Citizens Advice QAA? 
	The QAA is similar in what is checked, but different in terms of the depth of peer review.  QAA is more compliance based whereas peer review is more a development tool

	42
	Will an FTE’s work be looked at outside of debt? 
	No, just their debt advice output as a proportion.

	43
	What about other debt funders and their funding requirements and criteria?
	It was recognised that certain funders would not want their information shared.  The agency should explain in their pre assessment questionnaire from Recognising Excellence what they cannot share in terms of information and the reasoning for this.

	44
	What do some of the acronyms mean?  
	Recognising Excellence will add commonly used jargon to the pre assessment questionnaire.

	45
	Advisers deliver both debt and benefits advice in our agency and these are not recorded separately.  Our system is bespoke? 
	Inform Recognising Excellence of this at an early stage.  Agency will amend how recording is undertaken moving forward to record types of advice separately.

	46
	There has to be an element of subjectivity regarding confirmation of advice letters (COA) as most of our clients are homeless and have disabilities so we do not do them?   
	The key is what the impact is of not doing it?  How is your client best served? Could there be any detriment to your client in not doing this?  There will be a common sense approach taken given the circumstances. In the homeless example given the approach was to send the letter c/o the advice service which provided both the client and the service with protection and transparency over the advice given.

	47
	Can you clarify the timings in your SLA – the questionnaire is required in 15 working days and the rest is in ‘days’.  Does this mean calendar days? 
	Timings are all calendar days and the pre assessment documents will be amended to reflect this.

	48
	 If we have a peer reviewer in agency can they be involved in our feedback to our own peer review?  
	Yes

	49
	How will confidentiality be assured?
	All information made available as part of the assessment process will be treated in the strictest confidence. Reviewers will maintain confidentiality and will protect the identity of any Organisation, individual Adviser or client identified within a case file, by not disclosing, retaining or copying any information and by not discussing any aspect of the review process with colleagues. Reviewers will not take advantage of any information obtained as a result of their role and must adhere to the Confidentiality and Data Security/Data Protection policies of Recognising Excellence. This relates to all information received during the peer review assessment and the peer review results. 

	50
	We operate as a DRO Centre and have incoming referrals – are these included?
	No the scheme is assessing advice up to the point of solution, and therefore when the advice element concludes.  The DRO would be classed as the resulting action of advice and therefore not in scope.

	51
	Some organisations have had to put their files into storage and file retrieval can take a few days to receive.  
	Organisations are encouraged to discuss their individual archiving arrangements with Recognising Excellence as soon as they are informed that they have been scheduled for peer review. 

	52
	How does the scheme link to the FCA Thematic Review?
	The Peer Review Scheme will assess quality of advice broadly in line with part of the work that the FCA undertook with their own thematic review.  There are no formal links between the two processes and the MAS and FCA remain in constant dialogue about all work relating to quality of debt advice.

	53
	Are volunteers included in the Scheme?
	Yes, all volunteers that have ownership of their own casework or 'advice only' clients. Volunteers should be identified with the staff list provided. 

	54
	Do we need to submit any linked files for returning clients?
	If the linked file helps demonstrate the full range of advice given to the client which would not be clear from the most recent case record then these should be submitted to enable the peer reviewer to see the full extent of advice provided by the service.

	55
	What if we haven't been obtaining client consent?  We can start moving forward but this may impact our file lists initially.  How can this be overcome?
	In this circumstance there are two options.  To either retrospectively contact the client for consent or to redact the files prior to submission.

	56
	Does the file sample look beyond the scope of MAS funding?
	Yes, but will be subject to any limitations that may have been imposed to prevent this happening eg. Funders have provided limitations.  MAS would encourage the submission of files across all debt advice undertaken to support the development of the entire service and not only clients accessing MAS funded routes.

	57
	How is Court Representation being defined?
	In order to be as inclusive as possible, for the purposes of this Scheme, Court Representation activity is defined as preparation of court papers etc and not limited to just physically attending the Court. 
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