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	[bookmark: _Hlk10112144]Overview and Guidance Document
DAPA Telephone Scheme 

	To be read in conjunction with
	· Telephone Scheme Pre-Assessment Questionnaire
· Telephone Scheme Service Level Agreement
· Case File Sampling Tool
· Telephone Scheme Criteria (Advice only/Casework)
· Telephone Scheme Assessment Submission Checklist
· DAPA Scheme Representations and Appeals Process

	

	Key Principles
	· The DAPA Telephone Scheme aims to consider the process of advice up to the point of solution. On-going case management for the chosen solution e.g., DMP, will not feature as part of the assessment approach. 
· The Scheme will consider the end-to-end debt advice process. Audio records provided for assessment should have resulted in full advice to the client, extending to include advice on options and agreed next steps (where applicable). Where a ‘triage’ function assists with identifying the extent of the debt problem and capturing initial client information, the findings of the triage process should also be provided as part of the assessment submission. 
· The assessment cycle will work on a yearly rotation. Assessment activities will be scheduled to take place during the second month of the quarter. Pre-assessment activities (completion of the pre-assessment questionnaire and preparation of the assessment documentation) will take place during the two-month period prior to that. 
· The assessment process will be completed remotely. A Pre-Assessment planning meeting facilitated by Microsoft Teams will provide a forum for both the Participant Organisation and the DAPA Scheme Assessor(s) and Moderator to meet and ensure that all team members fully understand the delivery model and client journey offered by the Participant Organisation.
· The assessment sample has been determined by MaPS and is proportionate to the size of the advice and quality assurance teams and the number of internal quality assurance activities and file reviews undertaken. If there is a change (increase or decrease) in either the number of Advisers or the level of quality assurance activities, the sample size may be subject to change to ensure that the assessment process remains fluid and provides an accurate view on the quality of advice at that moment in time. 
· The sample of calls and case records to be assessed will be drawn from the pool of calls that have been subject to Technical Supervision/Quality Assurance during the preceding 2-month period, as per Grant Agreement Clause 2.3.1 in Schedule 1. Where there are an insufficient number of calls available within this pool, the sample will extend into a third month, and can also be extended to include records that have not been subject to quality assurance if necessary.
· It is expected that the assessment submission will include not only the audio recording of the call itself, but also supporting documentation which may include but is not limited to, case records (including any notes used for internal communication/handover between Advisers), written information resources (confirmation of advice or factsheets), client action plan and next steps, a financial statement and budget sheet (where applicable). 
· Where the client is a returning client or has been subject to a channel shift (webchat), as a minimum call records relating to the previous enquiry and/or chat transcript should also be provided to assist with the assessment process. 
· All cases will be scored using the DAPA Scheme Percentage Score approach against the Telephone Scheme criteria relevant to the level of advice given (Advice only or Casework).
·  A KPI benchmark of 75% per file assessed has been set by MaPS which will run cumulatively for the grant year as a whole. During the first operational year of the Scheme, performance management will not be applied to the assessment findings, however the Scheme will continue to report against the performance framework.
· Where client detriment is identified (actual) through the assessment findings, a Triggered Technical Site Visit intervention will be scheduled.
· The assessment Service Level Agreement (SLA) will run to the hard deadlines determined, as per the principles of the DAPA Scheme. In instances where the Scheme is in a position to proceed earlier than the SLA, communications will be shared with the Participant as appropriate, without any adverse impact on the next stage of the assessment process. Engagement reporting to MaPS remains a feature of the SLA management.
· Where remedial action has been identified as part of the Technical Supervision/quality assurance approach, this should be clear within the information provided for assessment to enable the Assessor to consider. The DAPA Scheme will not request the same action to be completed as a result of the assessment findings.
· Assessment findings may identify ‘Urgent Remedial Action’ where it is felt that the client’s circumstances could be improved as a result of further advice. They are likely to arise due to the perceived risk of detriment/potential detriment, as well as the significance of a missed issue to the client’s situation and are highly likely to relate to case files where an Area of Concern has been identified. Remedial action may also be identified due to observations regarding adviser conduct, technical knowledge, and supervisory points.
· The assessment findings will not look to make recommendations for future action. Instead, the written record of assessment findings will highlight the key themes that have been observed against the areas of Good Practice, Areas of Concern, Areas for Development and Areas for Improvement. Outside of reporting back to the Scheme on ‘Urgent Remedial Action’ taken, Participant Organisations will be responsible for developing their own Action Plan based upon the assessment findings, and for reporting back to their MaPS Delivery Manager. 

	

	Approach
	Participant Organisations will be invited to complete and return the DAPA Scheme Pre-Assessment Questionnaire for Telephone Scheme Participants, and in addition, provide a list of completed telephone advice activities that have taken place in the proceeding 2 -3-month period. 
The DAPA Scheme Administrator will select and agree a sample of cases with the Participant Organisation, which should then be provided in electronic form to enable the assessment activity to commence. The agreed sample of cases should be submitted for assessment within a maximum period of 10 working days. During this preparation phase, the Scheme Administrator will facilitate a Pre-Assessment planning meeting with both the Participant Organisation and the DAPA Scheme Assessor(s) and Moderator. This meeting will provide an opportunity for all members of the assessment team to fully understand the delivery model and client journey offered by the Participant Organisation. 
The audio call along with supporting case records will be assessed against the DAPA Scheme criteria, which has been specifically adapted for this channel. Assessment activity will be completed by an appointed representative(s) of the Scheme. All cases will be scored against the DAPA Scheme percentage scoring spectrum. 
All assessment findings will be subject to full quality assurance and moderation activities prior to release which will involve the Moderator listening to the audio recording again as well as considering any case record provided. Once completed, assessment findings will be shared with the Participant Organisation, with MaPS as the funder, and where applicable, with the Lead Organisation. 
To conclude the assessment activity, the DAPA Scheme Administrator will offer the opportunity for a post assessment discussion with the Recipient. This stage of the process is optional, and Participants can choose to opt out if they so wish. A Representations and Appeals process will be available for all case files scoring 74% or below. Please refer to the separates Representations and Appeals guidance documentation for further information.
Where it is considered appropriate, urgent remedial action may be requested as a result of the assessment findings.  In addition, Participant Organisations should consider the detailed findings of the assessment to determine whether it is appropriate to make any changes to their delivery model/service structure. Urgent remedial action reporting will be managed by the Scheme Administrator. Longer term Action Plan reporting will be managed via MaPS and the relevant Delivery Manager.  
All assessment activity activities will be delivered against the MaPS DAPA Service Level Agreement for Telephone.

	

	Assessment Cycle
	The assessment cycle will work on a yearly rotation. Assessment activities will be scheduled to take place during the second month of the quarter. Pre-assessment activities (completion of the pre-assessment questionnaire and preparation of the assessment documentation) will take place during the two-month period prior to that. 

	

	What is being measured? 

	MaPS has clearly set out its expectation of the extent of advice expected via the DAPA Scheme criteria. The criteria have been developed with the nine steps of the debt advice process central to its requirements. Two versions of the DAPA Scheme criteria have been created – Advice Only and Casework. Quality of advice will be measured through these criteria.  
A performance benchmark (KPI) of 75% has been set by MaPS with the expectation that all cases assessed will reach this level by the end of the grant year. During the first operational year of the Scheme, performance management will not be applied to the assessment findings, however where there are instances of ‘client detriment’ (actual) identified, a further assessment intervention will be scheduled. (See Triggered Technical Site Visit guidance).

	

	Overview of Activities – Pre-Assessment
	The Participant Organisation will receive communications from the DAPA Scheme Administrator giving notice that an assessment has been scheduled. Notification of a scheduled assessment will be two staged:
· A 3-month notice will be issued to alert the Participant Organisation that an assessment is imminent. A copy of the Pre-Assessment Questionnaire and Case File Sampling Tool will be provided for information purposes only at this stage, to enable Participants to familiarise themselves with the content. 
· 8 weeks prior to the scheduled assessment a second notification will be released. At this stage, the Pre-Assessment Questionnaire will be re-issued, and the Participant will be invited to complete and return within a maximum period of 15 working days. 
To support the completed Pre-Assessment Questionnaire, a list of completed telephone advice activities reflecting the previous 2 – 3 months should also be provided at this stage.  This activity list should clearly identify all cases that have been subject to Technical Supervision/Quality Assurance activities. In addition, a list of current staff resources delivering the advice service should be identified. The Scheme Administrator will provide a Case Sampling Tool in the form of an Excel workbook which Participants will be required to populate.  The workbook will facilitate an automated approach to identifying the assessment sample and therefore the Scheme will only be able to accept the information requested on this template.  This information should be provided to the DAPA Scheme Administrator within a maximum period of 15 working days. 
The Scheme Administrator will identify a sample of cases to be considered during the assessment. The Participant Organisation should consider the sample selected against the Scheme’s eligibility requirements and confirm acceptance of the assessment sample. Where it is considered necessary, reselections will take place as appropriate. 
The Participant Organisation will need to respond to the communications within the timeframes as set out in the Service Level Agreement.                               

	

	Case File Selection
	The case selection process is a randomised, fully automated process which is managed by the Scheme Administrator.  Using the information provided within the Case Sampling Tool, a random sample of cases will be selected for assessment. 
The assessment sample has been determined by MaPS and is proportionate to the size of the advice and quality assurance teams and the number of internal quality assurance activities undertaken.
The sample of cases to be assessed will be drawn from the pool of files that have been subject to Technical Supervision/quality assurance during the preceding 2-month period. Where there are an insufficient number of cases available within this pool, the sample will extend into a third month, and can also be extended to cases that have not been subject to quality assurance if necessary. Where casework is delivered, the sample drawn will be proportionate to the level of casework advice delivered. i.e., if 40% of advice delivery is at casework level, the sample will be reflective of this. 
The assessment sample will be drawn from the pool of MaPS funded advice only. 
Note: The sample size has been determined with consideration to funding value, the size of the advice and quality assurance teams and the level of quality assurance monitoring activities completed. If any of these element’s change, the sample size may be subject to an increase/decrease.
Once the sample has been drawn, the Scheme Administrator will provide notification to the Participant Organisation of the cases selected and seek confirmation of the appropriateness to proceed with the sample. Participants will be required to agree the sample is eligible to proceed with the assessment.  Note: The agreed sample should not include any files previously assessed by the DAPA Scheme, through one or more of the MaPS quality initiatives. 
In the event that a selected case is considered not to be appropriate to submit for assessment, the Participant should contact the Scheme Administrator to discuss the concerns. Where it is considered appropriate to do so, a new sample will be drawn.
All cases should be prepared and submitted for assessment within a maximum period of 20 working days from receipt of sample notification. 

	

	Case File Eligibility
	The eligibility principles of the DAPA Scheme will apply for all cases to be assessed. i.e., each case must:

a) Relate to a debt issue
b) Have resulted in full advice being given to the client
c) Have been subject to either Technical Supervision or Quality Assurance activities within the preceding 2-month period.
d) Either on their own, or with assistance from linked case records, or in the case of a channel shift, via the chat transcript, provide an overview of the complete end-to-end debt advice process. 
e) Have not been subject to any prior assessment by the DAPA Scheme
Note: Where there are an insufficient number of cases available within this pool, the sample will extend into a third month, and can also be extended to cases that have not been subject to quality assurance if necessary.
Participants will be asked to verify and accept the sample of cases selected for assessment within a maximum period 10 working days of receiving the notification of the assessment sample. 
Following submission, and if the assessment process identifies cases that are not eligible for assessment, a replacement case will be selected, and Participants will have a 48-hour window to prepare the case records and submit for assessment to enable the process to continue. 

	

	Case File Submission and Pre-Submission Checks

	The assessment process provides for electronic submission only.  This can be via a password protected email submission, via direct access into an appropriate case management system or via access to a secure portal provided by the Scheme Administrator. The Scheme will no longer accept physical cases in hard copy format. Please note, where access is provided into a case management system, a minimum of five user accounts will be required for the Assessor and Moderator team. Access should remain live throughout the duration of the assessment process and may be required out of office hours. 


Audio records should be provided either in MP3 or WAV format. It is expected that the assessment submission will include not only the audio recording of the call itself, but also all supporting case records.  

Where a case comprises multiple documents, it is recommended that a folder/sub folder structure is applied to aid the assessment process. A suggested approach is as follows:
· Preliminary Information (Equal opportunities / Form of Authority/ Special Category data etc)
· CIA / DAT Information
· Financial Information (Budget sheet, SFS, MART, proof of income/expenditure
· Creditors Correspondence
· Client Correspondence
· Confirmation of Advice (Letter, Factsheets, Information Leaflets
· Application Forms (Benefit Checks, QBC, DRO, DHP, Trust Funds, Court Docs)

It is the responsibility of the Recipient to ensure all cases submitted for assessment are a full and accurate record of the advice given. As per the DAPA Scheme principles, there will be no opportunity for supplementary documentation to be provided once the assessment process has commenced. Where applicable, any relevant linked case record which pre-dates the case selected, should also be submitted for assessment. A linked case record will also include those examples where the client was called back. Linked records should be clearly identified. 

Participants will have a maximum period of 20 working days from receiving notification of the file sample to prepare and submit cases for assessment. All cases should be submitted directly to the Scheme Administrator. 
Case Contents:
Each case should clearly identify:
· Unique reference number that matches the DAPA Scheme assessment reference
· Classification of Advice Only or Casework.
· Clear identification of the sequence of any linked call recordings that apply.

Documentation to be included within the case record should include as a minimum:
· Preliminary Client Profile, including Data Protection, Consent to store Special Category data, Authorisation to Act, Conflict of Interest Check, Complaint’s procedure, Equal Opportunities Monitoring, copy of the initial debt assessment/CIA or other tool, Client Agreement, findings of the ‘Triage’ function (where utilised). 
· Full set of Case Notes in a logical order (including any notes used for internal communications/handover between Advisers).
· Proof of debt and Creditor correspondence – incoming and outgoing correspondence (where applicable).
· Budget Sheet and Standard Financial Statement (where applicable)
· Proof of Income / Income and Expenditure Review / Copy of the completed benefit check.
· Written information resources (Confirmation of Advice letter or tailored factsheet) where applicable
· Client Action Plan / agreed next steps 
· Copies of any applications made, including DRO Applications.
· Copies of any credit reports obtained / valuation checks, or Individual Insolvency Register checks carried out (where applicable)
· Information Sources used (as appropriate) particularly in relation to ‘specialist level’ advice.
· Evidence of Technical Supervision / IFR and remedial action requested from these
· Case notes from any appropriate Linked File or in the case of a channel shift, a copy of the Webchat transcript. (These should be clearly marked).

	

	Pre-Assessment work required by the Recipient – 
	· Complete and return the DAPA Telephone Scheme Pre-Assessment Questionnaire
· Provide a list of completed cases within the proceeding 2-3-month period using the Excel Case Sample Tool provided along with a list of current staff resources delivering the advice service. The list of completed activities should clearly identify where Technical Supervision/Quality Assurance activities has taken place
· Confirm agreement of the sample of cases selected for assessment, ensuring that they are each ‘eligible’ for assessment by the DAPA Scheme
· Participate in the Pre-Assessment planning meeting to ensure that your allocated Assessor(s) and Moderator resources have a full understanding of your service delivery model. Where direct access to an in-house CRM is being provided to the Scheme, this meeting should also extend to user training for the assessment team. 
· Prepare the agreed assessment sample for electronic submission, with consideration to the requirements identified in the Case File Submission and Pre-Submission Checks section, to support this activity.

	

	Overview of Activities - Assessment – The Practicalities
	All cases provided will be assessed against the DAPA Scheme criteria appropriate to the level of advice contained. i.e., Advice or Casework.
The fundamental nature of Peer Assessment is it involves the judgement of an experienced practitioner. The DAPA Scheme Assessor will consider, by listening to the audio recording and from the evidence contained within the case records and any other documentation provided, whether the Adviser has demonstrated they have dealt with the case effectively against the DAPA Scheme principles of comprehensive, tailored and legally correct advice. The individual DAPA criteria will be assessed as either met, not met, detriment or not applicable.
All cases assessed will be scored using the DAPA Scheme percentage scoring approach. A formal written summary of the assessment findings will be prepared for each case assessed. 
Assessment activity will conclude within a maximum period of 12 working days, as determined by the Scheme Service Level Agreement. 
In instances where an example of ‘actual’ client detriment (as defined by the DAPA Scheme) is identified during the assessment, the Scheme Quality Manager will immediately review the assessment finding and case file presented, to verify the outcome. In turn, the detriment finding (which will include a full copy of the assessment summary) will immediately be reported to the Participant, the MaPS Quality Team, and the relevant MaPS Delivery Manager. The reporting of the detriment outcome is to enable the relevant organisation to determine whether action needs to be taken with the client to reverse the detriment from the client’s perspective i.e., to correct the issue and for this action to be taken as quickly possible. Follow up actions and ongoing management of the detriment reported, will be managed centrally by MaPS. This interim reporting will not impact on the overall assessment process and the SLA currently in place for moderation and post assessment activities and representations will continue as normal.

	

	Overview of Activities – 
Quality Assurance and Moderation 
	All findings of the assessment process will be subject to full quality assurance and moderation activities. Moderation activities will be led by the DAPA Scheme Quality Manager and/or a Scheme Moderator 
Moderation activities will be carried out in tandem with the assessment process and will involve listening to the audio records as well as considering the case records and supporting documentation provided for assessment. The moderation process will be two staged, focusing on both the technical findings and scores, as well as the overall summary and recommendations.  Moderation activities may result in amendments to the assessment findings and therefore no outcomes will be shared until the final version of the assessment results are ready for release. 
Moderation and quality assurance activities will conclude within a maximum time period of 8 working days from completion of the assessment. 

	

	[bookmark: _Hlk10112126]Post Assessment – Reporting on Findings
	Within 20 working days of submission, the formal findings of the assessment process will be released.  These will be shared electronically with an appropriate password encryption with both the Participating Organisation and with MaPS as the funder. 
The formal written record of the assessment will comprise:
· Overarching summary report of assessment findings and high-level comparisons
· Formal performance write-up against the DAPA Scheme criteria and resulting score, for each case assessed
All written reports will identify examples of good practice where these were noted. In addition, the reports will summarise Areas of Concern and Areas for Improvement/Development which have been identified. Assessment reports will not seek to make recommendations for future action. 
Urgent remedial action may be requested as a result of the individual assessments. Urgent remedial actions are likely to arise due to the perceived risk of detriment/potential detriment, as well as the significance of a missed issue to the client’s situation. They are likely to relate to cases where an Area of Concern has been identified. Note: The assessment process will only require re-engagement with the client in those examples where it is felt that the client’s circumstances could be improved through further advice from the organisation.  
Urgent remedial action reporting will be managed directly with the DAPA Scheme and reporting forms part of the Service Level Agreement. 
Where detriment has been identified (actual) through the assessment findings, a Triggered Technical Site Visit intervention will be scheduled. To ensure the TTSV assessment can proceed in a timely manner, Participants will have a period of 72hrs (3 working days) from when assessment findings have been released to consider any actual detriment findings and confirm whether there is an intention to appeal the assessment outcome. Where the finding of actual detriment is agreed with, a TTSV will be triggered immediately. The TTSV process will then continue within the normal SLA timeframes. Where there is an intention to appeal, the normal SLA timescales and representations process will apply.  

Recipients will be required to return signed acceptance of the assessment findings within a maximum period of 20 working days.

	

	Post Assessment – Feedback Discussion
	Participants will have an opportunity to discuss assessment findings with both the DAPA Scheme Administrator and the DAPA Assessor(s) and Moderator who completed the assessment activities. This element of the assessment process is optional, and participants can choose to either engage with this element or opt out of it. 
A conference call or Microsoft Teams meeting will be scheduled at a mutually convenient date and time, which must take place within 15 working days of the assessment findings being shared, as determined by the MaPS Service Level Agreement. The call will be limited to approximately 1.5 hours in duration.
Where there are queries relating to the technical findings of the assessment, Participants should submit their queries directly to the Scheme Administrator in advance of the meeting.  Any file specific queries must be received at least 3-working days prior to the call taking place to provide both the Assessor(s) and Moderator with an opportunity to consider ahead of the meeting.  Unfortunately, the Scheme will not be in a position to discuss specific technical points regarding assessment findings, unless these are received in advance. Assessment scores will not be changed as a result of this clarification process but will provide insight for organisations on specific queries. A stand-alone Representations and Appeals process is available to the Recipient should they wish to challenge the assessment findings. 

	

	Post Assessment – Representations and Appeals
	The DAPA Scheme provides an opportunity for organisations to make formal representation against the findings of the DAPA assessment report.  This process is open for any case file assessed as achieving a score of 74% and below. 
An appeal may be made on the following grounds:
1. The organisation disputes a score awarded to one or more case files within the assessment sample, scoring 74% or lower; and
2. The appeal relates to the technical findings and/or an Area of Concern of the assessment
3. The appeal content may not exceed a maximum word limit of 150 words per criteria for each case to be challenged. 
4. Representations must be received by Recognising Excellence no later than 5pm on the submission deadline. 
The Participant will have a maximum period of 20 working days from receipt of assessment findings to submit a formal appeal. Please see the DAPA Scheme Representations and Appeals process for further detail. 

	

	Useful Documents
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Your Organisation has been scheduled to participate with the Money Advice Service Debt Advice Peer Assessment (DAPA) process. This Pre-Assessment Questionnaire is the first stage of the assessment process and will enable Recognising Excellence (RE) to select a sample of calls and supporting case records to be considered by the DAPA Assessor team. 

To assist the DAPA Assessor team with the assessment activities, it is essential that an understanding of the service delivery model and the client journey is obtained.  Please therefore complete the following questions to provide an overview of the delivery model deployed, providing as much detail as possible. A pre-assessment planning meeting will be scheduled with your Assessor(s) to discuss the finer detail.  

The questionnaire should be completed and returned directly to RE within the next 15 working days along with the supporting documentation that has been requested.  

The pre-assessment questionnaire should be considered in line with the following documents:

· DAPA Telephone Scheme Participant Overview and Guidance Factsheet

· Scheme Service Level Agreement








DAPA Scheme Pre-Assessment Questionnaire for Telephone Advice 

1. Organisation Contact Details:

		Name of Participating Organisation:

		



		Name of MaPS Funded Partnership (where applicable):

		Capitalise / MASDAP/ EMMA/ GMMAP/ Money Advice West / Na

If MASDAP, please confirm the sub region within which you operate:



		Principal Office Address: (location of where site-based assessment activity will take place)

		



Postcode:



		Primary Contact (Person responsible for DAPA assessment). 

		



		Position:

		



		Telephone Number:

		



		Email Address: 

		



		Secondary Contact Name:

		



		Position:

		



		Email Address:

		



		Website Address:

		























2. Service Resourcing Overview:

Data relating to service delivery and call/case volumes will be collected within the Case File Sampling Tool Excel workbook.  The Case File Sampling Tool should be completed and returned alongside the Pre-Assessment Questionnaire.

		a) Please confirm the total size of the debt advice team (No. of Advisers/Supervisors deployed and giving advice, not FTE calculation):



b) Also indicate how many of those are PACE adviser’s if any?

		



		c) Please confirm the volume of MaPS funded debt cases completed over the last 2, 3 and 6 months

		________ 2 months

________ 3 months

________ 6 months



		d) Is the service offered at both Advice and Casework level?

If yes, please complete part E

		Yes / No



		e) Please provide an indication of the work volumes at each level

		_____ % Advice 

_____ % Casework







3. Quality Assurance 

		a) Please confirm how many Quality Assurance Managers review the work of the debt advice team

		



		b) What is the volume and frequency of QA checks completed per Adviser e.g., 2 case files per month

		



		c) How many QA checks have been completed in the last:







d) Please also indicate the same for PACE

		________2 months

________ 3 months

________ 6 months



________2 months

________ 3 months

________ 6 months







Organisational and Advice Service Overview:

Please use the following sections to provide an overview of the structure and delivery model of the advice service.  Please provide as much detail as possible. Where a section does not apply, please mark as Not Applicable. 

		a) Please provide an overview of your service delivery model for advising clients:

(The overview should identify the end-to-end advice process with consideration to the client journey and include how the service is delivered, i.e., inbound/outbound calls, self-help model, on-going advice and/or casework, team-based advice model or individual Adviser managing a caseload, overview of the triage function, what does the client journey look like, relationship between triage functions and specialist advisers, call back management, end point of advice i.e., implementation of insolvency solution)







































		b) Please provide an overview of any standard information relating to the service provision which is made available to clients at the start of the advice process.

(Consideration should extend to DAPA Scheme Preliminary Criteria including Nature and Role of Service, Conflict of Interest Checks, Equalities Monitoring, Client Consent and Special Category Data, Complaints Procedure, Confidentiality and Data Protection including how the client needs to acknowledge these prior to moving into the advice process. (Where appropriate, please provide copies of any information leaflets or policies that are shared with the client.)  













		c) Please outline your approach to managing  a potential Conflict of Interest with clients.









		d) If a client returns for further advice, please identify the approach taken and specifically any consideration that is given to previous records of advice given.











		e) Please identify any Standard IVR scripts that are utilised prior to the client receiving advice. Copies/Transcribes should be provided where relevant. 











		f) Please confirm the delivery approach in relation to completion of the MaPS CIA or initial Debt Assessment







		g) If your organisation is involved in delivering advice as part of the MaPS funded PACE model, please provide an overview of the nature of this work stream and provide copies of any standard scripts used to support delivery.







		h) Please identify any organisational policies that influence the delivery of debt advice. These may apply at four levels – 1. Creditors 2. Third Parties 3. Organisational Policy issues 4. Any other third parties 

(Areas to consider include, Signposting and referral arrangements, arrangements with other organisations and creditors (where these apply), Financial Statement and Income/Expenditure verification approach, Financial Capability support (where these apply), preferred Options presented to clients e.g. DMP









		i) Where the advice given is prompted by information entered into your case management system, and/or in situations where there is a weighting towards a particular option, please identify the organisational approach.







		j) Please provide an overview of any standard written advice resources that are shared with clients. 

(These may include standard advice that is routinely used which may not be included within the case record, including how and when used i.e. an automated fact sheet or advice letter sent at the end of the call. (Where hyperlinks form part of the case record, no further information will be required.)









		k) Please provide an overview of the approach taken in relation to Case Recording.

(An assumption has been made that in addition to the audio call recording, the assessment will extend to the consideration of case notes, linked case records/webchats (if the client has been subject to a channel shift), contents of a financial statement and budget sheet, action plans and follow up written advice. The overview should identify how records will be presented for assessment and extend to previous advice records where the client is returning.) 

Consideration here should extend to case records created by different roles e.g. Triage stage, Quality Manager/Checker and any automated advice tools used)









		l) Please confirm the organisational approach to File Closure/Archiving of calls records

(Consideration should extend to at what point is a case deemed as closed, how long are audio records stored for)











		m) Please identify the approach taken in relation to Debt Relief Orders (DRO)

(Consideration should extend to Approved in-house Intermediaries, referral activities (if applicable) and eligibility verification, Income Verification, obtaining credit reports prior to referral).







		n) Breathing Space – Please provide a summary below of how your organisation approaches advice regarding Breathing Space and how the mid-term review process is managed. 











		o) Please identify any organisational codes, terminology or abbreviations used that are unique to your advice service and may be referenced within the case records that DAPA Assessors should be aware of:











		p) Please provide an overview of your approach to managing key dates /actions as part of case file management and how this links to any diary/bring forward system that may be in use. 

(Where this does not apply, please mark as NA).













		q) Please provide an overview of your approach to monitoring the quality of advice. 

(This should include any existing internal call monitoring/ case review procedures including method, frequency/volume, Criteria, process for follow up remedial action and whether completed reviews are kept within the case record.)













		r) Please identify your approach with vulnerable clients. 

( Points to address here include Organisation Vulnerability Policy, who is defined as Vulnerable, How Advisers are trained to spot vulnerability (or potential vulnerability), Organisational Safeguarding policy)









		s) Please identify if there have been any personnel changes over recent months that we should consider when selecting the sample of case files to be considered at assessment. 

E.g., Individual has been/is off long-term sick (Adviser or QA Manager)









		t) Additional Comments: 

Please use this opportunity to share any additional information you feel would assist the assessment process (e.g. pro-forma templates/internal checklists used as part of the debt advice process













4. 
Assessment Logistics

It is envisaged that the assessment will be completed remotely with call recordings and supporting case records made available to the DAPA Assessor team, either through direct access into your own in-house case management system, or via an electronic document submission to the Scheme using a secure Microsoft SharePoint One Drive connection.  

		a) Please identify your preference in this regard, as well as any specific considerations regarding retrieval of audio records for assessment, format of audio records (i.e., MP3/WAV) and availability of key personnel that will be involved in the pre-assessment stage











		b) The assessment will need to consider any previous contacts related to the call record selected for assessment. This may include linked calls (in the case of returning/casework client), linked webchats (where there has been a channel shift) and any supporting case records.  Do you foresee any challenges in retrieving the linked records providing for assessment purposes ?











5. Staffing and Personnel

Employee and volunteer resource data is now collected within the Case File Sampling Tool Excel workbook which accompanies this questionnaire. 

		Protected Characteristics – Do you have any individuals within your team who are covered by one or more of the Protected Characteristics identified within the Equality Act which affects their ability to deliver advice or their ability to maintain a case record?

                                                               Yes / No (Please select as relevant)

If yes, please provide an overview of any adaptations/reasonable allowances made for staff and the employer support that is available to them. e.g. if a caseworker has been diagnosed as dyslexic, what arrangements/allowance/support are available to them to enable an accurate and comprehensive record of the advice given to a client to be maintained.











6. Disclaimer:

I can confirm the information provided is accurate and reflects our current delivery model. I can confirm the primary contact for the DAPA assessment process is someone with authority to act upon the findings of the process, implementing any changes required as appropriate.  I can confirm we have provided both RE and DAPA Assessor team with all standard information that is routinely used, which may not be contained within the case file records presented for assessment  

Signed:								Date: ........../............../.............

Name: .....................................................................		Position: .....................................

		Documentation to be returned to RE to enable the Peer Review assessment to commence:

		1. Completed Pre-Assessment Questionnaire

		Yes / No



		1. Completed Case File Sampling Tool Excel Workbook containing

           A) Service delivery overview

           B) Staff List (Advisers and QA Managers and advice contribution

           C) Completed/closed case list for previous 3 months for each Adviser    identified on the Staff List

		

Yes / No

Yes / No

Yes / No





		1. Copies of any standard letters / routine advice that may not be incorporated within the case record

		Yes / No / Na





		1. Copy of any file review / Peer Review process

		Yes / No / Na



		1. Copy of Vulnerability Policy

		Yes / No / Na



		1. Copy of Safeguarding Policy

		Yes / No/ Na



		1. Copy of organisational structure for the advice team

		Yes / No / Na



		1. Copy of IVR script (as appropriate)

		Yes / No / Na



		1. Any other relevant supporting documentation you would like us to consider

		Yes / No / Na





  





Please submit your completed questionnaire and all relevant documentation to:	

peerreview@recognisingexcellence.co.uk	
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DAPA Telephone Scheme Service Level Agreement



		[bookmark: _Hlk15898018][bookmark: _Hlk514322255]Activity

		By Whom

		SLA Lead Time 

Up to Maximum

(Working Days)





		

Pre- assessment





		1.

		Assessment notice and guidance issued to Participant

		RE

		Three months prior to assessment date



		2. 

		Pre-assessment questionnaire and Case Sampling Tool released to Participant

		RE

		8 weeks prior to assessment date



		2a.

		Participant completes and returns Pre-assessment questionnaire and Case Sampling Tool

		Participant

		15 w/days



		3.

		Assessor and Moderator resource allocated

		RE



		6 w/days



		4.

		Case sample selection

		

		



		5.

		Case Sample Agreed

		Participant

		10 w/days



		6.

		Pre-Assessment Planning Meeting

		ALL

		



		7.

		Case Submission

		Participant

		10 w/days



		7a.

		Assessor Preliminary Sense Checks 



		RE

		1 w/day



		

		Assessment Activities





		8.

		Assessment Activities

		

RE

		

12 w/days



		8a.

		Case File Re selections as appropriate

(Participants will have a period of 48 hours to provide any replacement files identified)

		

		



		8b.

		Moderation Activity

a) Technical findings and assessment score 

b) Urgent action identified as appropriate

Note: Moderation will be completed in tandem with the assessment

*Detriment reporting (actual) to Participant and MaPS as appropriate

		

		



		9.

		Summary Report Prepared 

		RE

		5 w/days



		10.

		Final Moderation and Preparation for Release

Detriment reporting (actual) to Participant and MaPS as appropriate

		

RE

		

3 w/days



		11.

		Assessment findings shared with Participating Organisation, Lead Organisation (where applicable) and MaPS



		

		



		

		Post Assessment Activities





		11a.

		Detriment reporting to MaPS as appropriate

		RE

		1 w/day



		12.

		Feedback Meeting (optional)

		Participant

		15 w/days



		13.

		Assessment report signed and returned to RE

Signed report shared with MaPS Delivery Manager and Lead Organisation

*Deadline for submission of Representations and Appeal



		



Participant

		



5 w/days



		14.

		Urgent Remedial Action Reporting (as appropriate

		

		



		15.

		Assessment Process Conclusion. Case records destroyed as appropriate. 

		RE

		3 w/days



		16.

		Action plan and response to recommendations (Non-Urgent Action) reported directly to MaPS and Lead Organisation (where applicable)

		Participant

		60 w/days from Step 11



		

		*Representations and Appeals Process (where applicable)



		13a.

		Written Representations submitted

		Participant

		As per Step 13



		13b.

		Appeal considered by DAPA Technical Expert.  Formal written response prepared

		Technical Expert

		10 w/days



		13c.

		Moderation of response

Final report and assessment findings (amended as appropriate) shared with Organisation, MaPS Delivery Manager and Lead Organisation

		RE

		5 w/days



		13d.

		Assessment report signed and returned to RE

Signed report shared with MaPS Delivery Manager and Lead Organisation



		

Participant

		

7 w/days



		13e.

		Urgent Remedial Action Reporting (as appropriate

		

		





	

In the event that representations are made, the SLA for steps 13-14 will pause for the duration of the Representations process. The SLA will recommence after this time.

Note:  

1. Each step of the assessment process will run to the hard deadline stated. Where it is possible for activities within each step to be completed earlier, this should be achieved in order to create a more fluid approach during the assessment stages. 

2. Steps highlighted in grey are possible Participant SLA failure points. Recognising Excellence is under obligation to immediately report any service level failure directly to both MaPS and the Lead Organisation, as the failure occurs.

	

DAPA Telephone Scheme Service Level Agreement v4 Sept 21
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Telephone Case File Sampling Tool
Guidance





Participant Data Required



		Please complete all fields below						Please do not complete fields in these boxes

		Name of Organisation		CAB Caer				Target No of Cases		0

		Role		Adviser				No of cases provided		0

		QA Cases range		Jan-00 to Jan-00				Number of individuals with no cases		0





		Staff details for the assesment period

		Total no of Quality Assurers		0

		Total no of Advisers		0

		Please complete all fields below 
for each person

		Name		Role		Debt Advise Given Yes/No		Any PACE advisers  Yes/No		Please confirm Case list Included with consent: 
Yes / No		How many QA's done

Saif Alam: In the assesment period


												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												

												





Case File List With Consent

				File Reference Number:		Adviser Name		QAer Name		Advice Level (Advice Only or Casework)		Date of QA 		Date Case close		Date of call		Time of call		Call Duration		Total No of linked Calls		Call Description: Fact find /Advice Options /All





















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































References

		Organisation		Cases		Role

		NDL		4		QAer

		Stepchange		6		QAer

		CAB Caer		2		Adviser

		CAB Man		2		Adviser

		DAF		2		Adviser
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Case file list with consents

The following figures and table indicate location and format of the input information. The user will be constraint to input only on specific fields and formats. It
will show notes and warnings if an unexpected input is detected.

Information to be included; Please only include those calls where full advice is given (other linked calls can be provided at a later stage i¢ at case
submission stage).

1

O 0 3

. File Ref No —This must be a unique identifier —
2.

Advisers name — The name spelling for each case co-worker must be identical to the name or reference number provided in the "Participant data required"
spreadsheet

. QAers or Technical Supervisor or Mentors who have done the initial assessment for “2” -- The name spelling for each assessor must be identical to the

name or reference number provided in the "Participant data required" spreadsheet

. Advice Level — whether the call is advice only or has a follow up casework( if it’s the later then please select Casework from the dropdown)

. Date of QA: Please use the format (dd/mm/yyyy). The files included must correspond to the period in revision.

. Date case close: Closure date/date of case close — Please use the format (dd/mm/yyyy). The files included must correspond to the period in revision.
. Date of the Call: Please use the format (dd/mm/yyyy).

. Time of the call: Please use the format (HH:MM.:SS)

. Call Duration: Please use the format (HH:MM.:SS)

10. No of linked calls: please let us know how many linked calls are there for a particular case are. (it could be taken by different advisors)
11. Call Description: Just a summary what the call ig is it a full end to end call, or it has just the fact find, or just advice

Note: Overriding the warnings and/or constraints will jeopardise the correct use of the tool.

Please do not provide personal data where consent has not been obtained
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Guidance for Participating Organisations using the Case File Submission Tool.

The tool has the aim to collect relevant information in a suitable format to allow the Telephone Debt Advice Peer Assessment Scheme Administrator to
randomly select a sample of files for peer assessment. The assessment sample size is set as agreed by each organisation individually, but this tool will add one
additional file per adviser as a contingency back-up.

The tool i composed by two spreadsheets.

1. Participant data required—The participant will provide their general details and relevant information of staff members that provide debt advice.
This should include managers and supervisors. Participants to also provide list of all the Quality Managers/supervisors/mentors who are involved in
quality monitoring assessments.

2. Case file list with consents —The participant will input specific information of completed advise-only calls within the previous 2-3 moths to
enable the Scheme Administrator to select and agree a file sample for peer assessment.

Specifics of information to be included
The next sections explain the format, the location and considerations for the data input process.

Participant data required.

The following figures and table indicate location and format of the information. The user will be constraint to edit only specific fields and use specific formats.
The tool will show notes to help in the process and warnings if an unexpected input is detected.

Information to be included;

1. Name of the organisation (Dropdown Menu) For cach of the stalf member that delivers advise through this channel and Quality
Managers (QM)/supervisors/mentors who are involved in quality monitoring

Following will be filled avtomatically so do not input. assessments, please identify the following:

2. Role 1 ‘Name (Advisers & Quality Managers Name): Please provided names of

3 QAcaserange ll the fanded advisers and QAers this assessment period. Avoid homonyms. The

4 Totalnoof Qaer's spelling for each case worker must be identical to the name provided i the "Case

5. Total No of Advisers il list with consents” spreadsheet.

6 Targetno ofcases 2 Role: Please indicate i the individual is an adviser or a QAgg.

7 No of cases provided. 3 Debt Advise Given (Yes/No): has this adviser or QM given Debt

8 NoofIndividuals with no cases Advise this assessment period.
4 Pace Advisers (Yes/No): Ifthe above adviser handles PACE cases.
s Confirm cases for this staff member are included in the “Case file list
with consents” spreadsheet Yes/No
5 How many cases QAed for that adviser in that assessment period (this
will be filled automatically).
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DAPA Telephone Scheme Assessment Preparation and Case Submission Checklist



Guidance: This checklist will assist you with preparing cases for assessment to ensure that all relevant documentation is made available to the DAPA Scheme Assessor. 



Preliminary Checks:  Please ensure that each case is eligible for assessment. Eligibility can be confirmed if each case:

a) Relates to a debt issue.

b) Has resulted in full advice being given to the client.

c) Has been subject to either Technical Supervision or Quality Assurance activities within the preceding 2-month period.

d) Either on their own, or with assistance from linked case records, or in the case of a channel shift, via the chat transcript, provides an overview of the complete end-to-end debt advice process. 

e) Has not been subject to any prior assessment by the DAPA Scheme.

In situations where the client has specifically not consented for their information to be shared, an alternative file should be agreed with the DAPA Scheme Administrator.

In the event that you identify one or more cases within the sample as not eligible, please contact the Scheme Administrator who will agree a suitable replacement with you. 

Assessment Submission:

Each case provided should clearly identify:

· Unique reference number that matches the DAPA Scheme assessment reference

· Classification of Advice Only or Casework.

· Clear identification of the sequence of any linked call recordings that apply.



It is anticipated that the following documentation will comprise the case record: 

· Preliminary Client Profile, including Data Protection, Consent to store Special Category data, Authorisation to Act, Conflict of Interest Check, Complaint’s procedure, Equal Opportunities Monitoring, copy of the initial debt assessment/CIA or other tool, Client Agreement, findings of the ‘Triage’ function (where utilised). 

· Full set of Case Notes in a logical order (including any notes used for internal communications/handover between Advisers).

· Proof of debt and Creditor correspondence – incoming and outgoing correspondence (where applicable).

· Budget Sheet and Standard Financial Statement (where applicable)

· Proof of Income / Income and Expenditure Review / Copy of the completed benefit check.

· Written information resources (Confirmation of Advice letter or tailored factsheet ) where applicable

· Client Action Plan / agreed next steps. 

· Copies of any applications made, including DRO Applications.

· Copies of any credit reports obtained / valuation checks, or Individual Insolvency Register checks carried out (where applicable)

· Information Sources used (as appropriate) particularly in relation to ‘specialist level’ advice.

· Evidence of Technical Supervision / IFR and remedial action requested from these.

· Case notes from any appropriate linked file or in the case of a channel shift, a copy of the Webchat transcript. (These should be clearly marked).



Linked Calls and Case Records/Notes: It is anticipated that the assessment submission is likely to include multiple calls and/or case records relating to the same case, particularly in instances where the client is returning or has been subject to a channel shift (webchat). All records of advice activity relating to the same case including audio recordings, case records, internal handover notes, and a copy of the chat transcript (in the event of a channel shift)  should be provided to assist with the assessment process. A linked call recording will also include those examples where the client was called back. Linked records should be clearly identified in numerical order to ease the assessment process. Only audio recordings pre-dating the one selected for assessment should be submitted.





 

Guidelines template v 0.0 month.year				Page 1 of 3
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Telephone Scheme Criteria
Telephone Casework

		DAPA SCHEME CRITERIA FORM - TELEPHONE - CASEWORK





		1.     Case Record Preliminaries		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:								MET

		Organisational Policy:														NOT MET

		1.1 Where client is returning client, progress/developments since last contact are reviewed (as appropriate).														DETRIMENTAL

		1.2 Client consent to share 'Special Category data is in place, where appropriate, and evidenced

		1.3 The process of providing authority to act on behalf of the client explained and form of authority obtained (either verbally or written). A copy of the written authority should be maintained within the case record.														N/A

		1.4 Complaints procedure explained verbally to client and confirmed in writing if the organisation subsequently contacts the client in writing    				

		1.5 Where new, client registered with the service and identity checks carried out as appropriate; where returning, appropriate data protection checks have been carried out to confirm the clients identity 				

		1.6 Equalities monitoring carried out 				

		1.7 Nature of the service and the assistance available, explained to the client				

		1.8 Confidentiality and data protection arrangements explained and any necessary form(s) completed				

		1.9 Common Initial Assessment fully complete and present on file				

		Outcome of this Stage:				No Implications for scoring 		"



		2.     Explore the debt Problem		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		2.1a)  Full exploration of the clients personal and background details i.e.				

		·       immigration status				

		·       housing tenure				

		·       employment/self-employment status				

		·       dependants and non-dependants				

		·       health or disability issues 				

		and evidence obtained as required in accordance with internal policies and procedures e.g. power of attorney. 				

		2.1b)  Presenting issue identified and clarified, including the clients total indebtedness				

		2.1c)  Any secondary issues included e.g. issues recognised by the Adviser which the client did not ask for advice about (where appropriate)				

		2.1d)  Reasons for financial difficulties/whether temporary established				

		2.1e)  Key dates and time limits identified				

		2.1f)  Action taken so far by either client or creditor, identified				

		2.1g)  Possible assets explored				

		2.2 When presented, client’s capacity, capability, disability, vulnerability or mental health problems recognised, and appropriate action taken				

		2.3 Any known or foreseeable changes to the client’s circumstances identified and taken into account				

		2.4 Appropriate documentation was obtained e.g. creditor letters/statements (proof of debt), Court documentation (where relevant)				

		Outcome of this Stage:						"

						

		3.     Deal with urgent issues		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		3.1 Explored and identified whether client facing an emergency (facing loss of liberty, home essential goods or services, has no money to buy essential items or has to meet a deadline) and action taken as appropriate e.g. client signposted or referred as appropriate, court forms completed				

		Outcome of this Stage:						"

						

		4.     Check liability		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		4.1 Possible unenforceable debts, other possible defences or other possible challenges to creditor action for all or part of debt, explored and identified				

		Good Practice:

		4.2 Appropriate use made of second tier advice and/or other specialist advisers/sources of advice				

		Outcome of this Stage:						"

						

		5.     Maximise Income (incl. financial capability)		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		5.1a)  Where appropriate, advice given to maximise income e.g. PIP, Child Maintenance, Council Tax exemption				

		5.1b) Reasonable steps taken to verify client’s income and expenditure				

		5.1c) Benefits/tax credits check undertaken or client sign-posted/referred as appropriate. Where a benefit check has been undertaken, this should be accurate and a copy present on the file 				

		Good Practice:

		5.2 Tax code check carried out or client signposted/referred as appropriate				

		5.3 Possible charity payments, grant, occupational charity grants, appropriate utility trust funds and other one-off payments e.g. for essential items, to pay debts and/or to assist with the raising of court/bankruptcy/DRO fees. Consideration should also be given to identifying utility schemes for reducing on-going bills (as appropriate) and client signposted				

		5.4 Appropriate financial capability interventions identified, particularly around budgeting, cash-flow, shopping around, comparison sites, essential and non-essential expenditure, methods of money management and client signposted as appropriate				

		Outcome of this Stage:						"

						

		6.     Financial Statement		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		6.1a)  Where appropriate, relevant information about client’s financial position obtained to complete an Income/Expenditure statement which is present on file. Where more than one version is present, it is clear which is the correct version and any variations are explained, as appropriate				

		6.1b) Variable income averaged in a realistic and reasonable way				

		6.1c) Realistic allowances made for any exceptional or variable expenditure not budgeted for				

		6.1d) Where a deficit budget is identified, this is investigated and reasons addressed				

		6.1e) Where the Income/Expenditure statement shows an unusually large surplus given the client’s circumstances, this is investigated further				

		6.2 Appropriate use of expenditure guidelines to help to ensure Financial Statement accurately reflects client’s individual circumstances and any particularly high or low expenditure areas and the absence of any obvious items of essential expenditure investigated				

		6.3 Use of the Standard Financial Statement evidenced and the full document (Budget and Summary sheets) present on file, where appropriate				

		Good Practice:

		6.4 Any benefit income recorded as gross and full liabilities recorded as expenditure. Any deductions should be recorded separately				

		Outcome of this Stage:						"

						

		7.     Explore Options						Peer Assessors Comments:

		Essential Criteria:

		7.1 Where insufficient information provided to enable diagnosis of the problem, the further information required identified and client advised/assisted to obtain				

		7.2 Where appropriate, advice given in relation to opening a safe bank account				

		7.3 Value and treatment of any client assets considered, where relevant e.g. insolvency options				

		7.4 Advice given is:

		7.4a) accurate and legally correct				

		7.4b) comprehensive				

		7.4c) comprehensive in relation to the consequences of non-payment

		7.4d) comprehensive in relation to the Powers of Enforcement Agents where the debt(s) is at the stage of enforcement

		7.4e) timely				

		7.4f) appropriate to the client's individual situation				

		7.4g) appropriate to the level of the problem				

		7.5a)  All available options identified and explained clearly to enable client to make an informed choice. A clients available options are each option the client could access.				

		Areas to be considered include:				

		7.5b) advantages/disadvantages				

		7.5c) actual or potential consequences and implications and obligations including the impact of debt remedies on credit reference files and banking				

		7.5d) any eligibility criteria				

		7.5e) debts covered by that option				

		7.5f) any costs involved				

		7.5g) likelihood of acceptance				

		7.5h) any risks associated with that option, including adverse costs orders in relation to court costs being made 				

		7.6 Appropriate utility trust funds and schemes for dealing with arrears identified (where appropriate)

		7.7 Breathing Space or the Mental Health Crisis Breathing Space is considered for the client and if appropriate further advice given.  Areas to be considered include:

		7.7a) The eligibility criteria for the Breathing Space have been considered and it is recorded that the client meets the eligibility criteria

		7.7b) Whether it is appropriate for the client to enter Breathing Space

		7.7c) Debts covered by Breathing Space

		7.7d) Advice on the client's responsibilities during the period of Breathing Space

		7.7e) Advice given on Breathing Space is accurate and legally correct

		7.7f) Advice given on Breathing Space is comprehensive

		7.7g) There has been compliance with the requirements under Breathing Space by all the relevant parties regarding all aspects

		7.7h) Consequences of Breathing Space advised to the client				

		Good Practice:

		7.8 Appropriate research undertaken where relevant, appropriate sources used, and sufficiently complete i.e. where an enquiry raises unfamiliar issues				

		Outcome of this Stage:						"

						

		8.     Priority Creditors 		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		8.1 Debts correctly identified as priority debts (taking account of organisational policy), taking appropriate account of client’s personal circumstances when assessing what goods and services are essential				

		8.2 Status of priority debts established e.g. any enforcement action				

		8.3 Repayment offers made to creditors are realistic, sustainable and consider essential expenditure, unless justified otherwise				

		8.4 Available income for paying non-priority creditors discussed, taking account of payments to priority creditors

		8.5 Adequate provision made for on-going essential expenditure, unless justified otherwise

		8.6 Where the client has more than one priority debt and it is necessary to prioritise them against each other, advice has been provided having regard to the best interests of the client 				

		Outcome of this Stage:						"

						

		9.     Other Creditors 		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		9.1 Repayment offers made to non-priority creditors are realistic, sustainable and take account of payments to priority creditors and make adequate provision for on-going essential expenditure, unless justified otherwise				

		9.2 Creditors asked to agree to freeze/reduce interest/charges, as appropriate				

		Good Practice:

		9.3 Anticipated repayment date(s) of priority debt(s) considered in the assessment of potential future available income and available options reviewed where appropriate				

		9.4 Payment methods and commencement dates confirmed when advising the client of creditor acceptance				

		Outcome of this Stage:						"

						

		10.  Implement Action Plan (incl. signposting, referral and self-help) 		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		10.1 Appropriate strategy/strategies identified for dealing with the various debts presented by the client				

		10.2 Sufficient information provided on all of the client’s next steps including any self-help, who is responsible for taking the action and when, and any follow up work required				

		10.3 Where client was advised to make no payments or reduced payments to their creditor(s), including cancelling any payment method(s), client was warned about potential consequences				

		10.4 Any communication with creditors is transparent and does not adversely affect client’s interests				

		10.5 Written information resources provided to the client. Information should be tailored to the client’s specific circumstances and written in language the client can understand, avoiding jargon and technical terms. These should summarise the problem(s), issue(s) discussed, advice given, options discussed and next steps. Examples of written information resources include a Confirmation of Advice letter, copy of Case Record, Tailored Fact Sheet or a combination of these.				

		10.6 Where relevant, any standard letters used are edited as necessary to ensure their contents are relevant to the client 				

		10.7 Where the adviser/agency is unable to assist in an emergency and/or provide appropriate advice or an appropriate debt option, the client was sign-posted/referred appropriately, including where the client needs advice on non-debt matters				

		10.8 Where appropriate, client’s need for more skilled advice/assistance is identified, e.g. enquiry is either beyond the scope of the agency, adviser does not have sufficient knowledge and/or experience to advise about or adviser cannot advise, such as, for practical, ethical or legal reasons				

		10.9 Where client lives in a different nation within the UK (i.e. England, Wales, Scotland or Northern Ireland) and the organisation does not provide advice in that nation, client was sign-posted/referred for information on the range of debt solutions in that nation				

		Good Practice:

		10.10 Sign-posting information provided appropriately				

		10.11 Debt payment methods explained (where applicable)				

		Outcome of this Stage:						"

						

		11.  Case Recording and Case Management (The following represent the records that are expected to be evident in each case record)		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		11.1 Interaction with the client was managed by Adviser and client's enquiry responded to without unnecessary delay

		11.2 Client provided with opportunity to ask follow-up questions

		11.3 Confirmation of client’s understanding of the advice given, sought

		11.4 Appropriateness of channel considered in conjunction with needs of client. Client signposted to an alternative channel (where appropriate)				

		11.5 Case records should demonstrate:

		11.5a) appropriate information sources were referred to (where necessary)				

		11.5b) concise, informative, easy to read and follow, set out in a systematic way and recorded in a timely manner				

		11.5c) client kept informed and copied into correspondence as appropriate				

		11.5d) outcome(s) of enquiry noted (where known)				

		11.5e) where appropriate, client told to let adviser know about any relevant change of circumstances				

		11.6 Case files demonstrate appropriate bring forward system i.e. key dates diary management e.g. follow-up activity with non-responsive creditors				

		11.7 Where negotiations conducted verbally, these are confirmed in writing e.g. email 				

		11.8 Copies of any relevant documents made and kept with case record to ensure the case file is a full and accurate record of the clients matter e.g. Court documentation, Correspondence with creditor(s), Applications made on behalf of the client				

		11.9 Appropriate and effective sign-posting and referral support provided (where appropriate) and client made aware of any potential costs				

		11.10a) Client informed where no further action to be taken by agency e.g. case closed				

		11.10b) Appropriate attempts at contact have been made in situations where client has disengaged from the service				

		11.10c) Outcome of the case has been confirmed to the client				

		11.10d) Client has been invited to return to the agency for further advice as required and/or if their circumstances change				

		11.10e) Original documentation provided has been returned to the client				

		Outcome of this Stage:						"

						

		Area of Concern Identified



		MET		0

		NOT MET		0

		DETRIMENTAL		0

		TOTAL		

		% Score		

		Area of Concern		

		Overall Score		ERROR:#VALUE!

















		Met/ Not Met/ Detrimental  		0

		N/A		0

		Total (81)		0









ORGANISATION NAME INDIVIDUAL REPORT MONTH YEAR
ADVISER: Name of Adviser 
FILE REFERENCE: Insert File Reference		




Telephone Advice Only

		DAPA SCHEME CRITERIA FORM - TELEPHONE ADVICE ONLY





		1.     Case Record Preliminaries		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:								MET

		Organisational Policy:														NOT MET

		1.1 Where client is returning client, progress/developments since last contact are reviewed (as appropriate)														DETRIMENTAL

		1.2 Client consent to share 'Special Category data is in place, where appropriate, and evidenced				

		1.3 Complaints procedure explained verbally to client and confirmed in writing if the organisation subsequently contacts the client in writing   														N/A

		1.4 Where new, client registered with the service and identity checks carried out as appropriate; where returning, appropriate data protection checks have been carried out to confirm the clients identity 				

		1.5 Equalities monitoring carried out 				

		1.6 Nature of the service and the assistance available, explained to the client				

		1.7 Confidentiality and data protection arrangements explained 				

		1.8 Common Initial Assessment fully complete and present on file				

		Outcome of this Stage:				No Implications for scoring 		"



		2.     Explore the debt Problem		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		2.1a)  Full exploration of the clients personal and background details i.e.				

		·       immigration status				

		·       housing tenure				

		·       employment/self-employment status				

		·       dependants and non-dependants				

		·       health or disability issues 				

		2.1b)  Presenting issue identified and clarified, including the clients total indebtedness				

		2.1c)  Any secondary issues included e.g. issues recognised by the Adviser which the client did not ask for advice about (where appropriate)				

		2.1d)  Reasons for financial difficulties/whether temporary established				

		2.1e)  Key dates and time limits identified				

		2.1f)  Action taken so far by either client or creditor, identified				

		2.1g)  Possible assets explored				

		2.2 When presented, client’s capacity, capability, disability, vulnerability or mental health problems recognised, and appropriate action taken				

		2.3 Any known or foreseeable changes to the client’s circumstances identified and taken into account				

		2.4 Explored and identified whether client facing an emergency (facing loss of liberty, home, essential goods or services, has no money to buy essential items or has to meet a deadline) and action taken as appropriate e.g. client signposted or referred as appriopriate, court forms completed				

		2.5 Debt(s) correctly identified as priority debts (taking account of organisational policy) taking appropriate account of client’s personal circumstances when assessing what goods and services are essential.				

		2.6 Where presented, possible unenforceable debts, other possible defences or other possible challenges to creditor action for all or part of debt, explored and identified				

		Good Practice:

		2.7 Appropriate use made of second tier advice and/or other specialist advisers/sources of advice				

		Outcome of this Stage:						"

						

		3.     Explore Options		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		3.1 Where insufficient information provided to enable diagnosis of the problem, the further information required identified and client advised where to obtain				

		3.2a)  Where appropriate, advice given to maximise income e.g. PIP, Child Maintenance, Council Tax exemption				

		3.2b) Reasonable Steps taken to verify client's income and expenditure				

		3.2c) Benefits/tax credits check undertaken or client signposted /referred. Where a benefit check has been undertaken, this should be accurate and a copy present on the file 				

		3.3 Where appropriate, advice given in relation to opening a safe bank account				

		3.4a)  Where appropriate, relevant information about client’s financial position obtained to complete an Income/Expenditure statement which is present on file. Where more than one version is present, it is clear which is the correct version and any variations are explained, as appropriate				

		3.4b) Variable income averaged in a realistic and reasonable way				

		3.4c) Appropriate use of expenditure guidelines to help to ensure Financial Statement accurately reflects client's individual circumstances. Particularly high or low expenditure areas and the absence of any obvious items of essential expenditure investigated				

		3.4d) Realistic allowances made for any exceptional or variable expenditure not budgeted for				

		3.4e) Where a deficit budget is identified, this is investigated, and reasons addressed				

		3.4f) Where the Income/Expenditure statement shows an unusually large surplus given the client’s circumstances, this is investigated further				

		3.5 Use of the Standard Financial Statement evidenced and the full document (Budget and Summary sheets) present on file, where appropriate				

		3.6 Where appropriate, status of priority and non-priority debts established and discussed including:

		3.6a) stage of enforcement action established				

		3.6b) offers to priority creditors are realistic and sustainable				

		3.6c) adequate provision made for on-going essential expenditure, unless justified otherwise				

		3.6d) available income for paying non-priority creditors discussed, taking account of payments to priority creditors				

		3.7 Value and treatment of any client assets considered, where relevant e.g. insolvency options				

		3.8 Advice given is:

		3.8a) accurate and legally correct				

		3.8b) comprehensive				

		3.8c) comprehensive in relation to the consequences of non-payment				

		3.8d) comprehensive in relation to the Powers of Enforcement Agents where the debt(s) is at the stage of enforcement				

		3.8e) timely				

		3.8f) appropriate to the client's individual situation				

		3.8g) appropriate to the level of the problem				

		3.9a)  All available options identified and explained clearly to enable client to make an informed choice. A clients available options are each option the client could access.				

		Areas to be considered includes:				

		3.9b) advantages/disadvantages				

		3.9c) actual or potential consequences and implications and obligations including the impact of debt remedies on credit reference files and banking				

		3.9d) any eligibility criteria				

		3.9e) debts covered by that option				

		3.9f) any costs involved				

		3.9g) likelihood of acceptance				

		3.9h) any risks associated with that option, including adverse costs orders in relation to court costs being made 				

		3.10 Appropriate utility trust funds and schemes for dealing with arrears identified (where appropriate)				

		3.11 Breathing Space or the Mental Health Crisis Breathing Space is considered for the client and if appropriate further advice given.  Areas to be considered include:

		3.11a) The eligibility criteria for the Breathing Space have been considered and it is recorded that the client meets the eligibility criteria				

		3.11b) Whether it is appropriate for the client to enter Breathing Space				

		3.11c) Debts covered by Breathing Space				

		3.11d) Advice on the client's responsibilities during the period of Breathing Space				

		3.11e) Advice given on Breathing Space is accurate and legally correct				

		3.11f) Advice given on Breathing Space is comprehensive				

		3.11g) There has been compliance with the requirements under Breathing Space by all the relevant parties regarding all aspects				

		3.11h) Consequences of Breathing Space advised to the client				

		Good Practice:

		3.12 Tax code check carried out or client signposted/referred as appropriate				

		3.13 Possible charity payments, grant, occupational charity grants, appropriate utility trust funds and other one-off payments e.g. for essential items, to pay debts and/or to assist with the raising of court/bankruptcy/DRO fees. Consideration should also be given to identifying utility schemes for reducing on-going bills (as appropriate) and client signposted				

		3.14 Appropriate research undertaken where relevant, appropriate sources used, and sufficiently complete i.e. where an enquiry raises unfamiliar issues				

		3.15 Appropriate financial capability interventions identified, particularly around budgeting, cash flow, shopping around, comparison sites, essential and non-essential expenditure, and money management. Client signposted as appropriate				

		3.16 Anticipated repayment date(s) of priority debts(s) considered in the assessment of potential future available income and available options reviewed where appropriate				

		3.17 Any benefit income recorded as gross and full liabilities recorded as expenditure. Any deductions should be recorded separately				

		Outcome of this Stage:						"

						

		4.    Implement Action Plan (incl. singposting, referral and self-help)		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		4.1 Appropriate strategy/strategies identified for dealing with the various debts presented by the client				

		4.2 Sufficient information provided on all of the client’s next steps including any self-help, who is responsible for taking them and when, and any follow up work required

		4.3 Where the client was advised to make no payments or reduced payments to their creditor(s), including cancelling any payment method(s), client was warned about potential consequences.				

		4.4 Where appropriate, (complex advice or where vulnerabilities are identified), written information resources provided to the client. Information should be tailored to the client’s specific circumstances and written in language the client can understand, avoiding jargon and technical terms. These should summarise the problem(s), issue(s) discussed, advice given, options discussed and next steps. Examples of written information resources include a Confirmation of Advice letter, copy of Case Record, Tailored Fact Sheet or a combination of these.				

		4.5 Where the adviser/agency is unable to assist in an emergency and/or provide appropriate advice or an appropriate debt option, the client was sign-posted/referred appropriately, including where the client needs advice on non-debt matters				

		4.6 Where client lives in a different nation within the UK (i.e. England, Wales, Scotland or Northern Ireland) and the organisation does not provide advice in that nation, client was sign-posted/referred for information on the range of debt solutions in that nation				

		Good Practice:

		4.7 Sign-posting information provided appropriately

		4.8 Debt payment methods explained (where applicable)

		Outcome of this Stage:						"

						

		5.     Case Recording & Case Management (The following represent the records that are expected to be evidence in each case record)		Met, Not Met, Detriment, N/A 		Score		Peer Assessor Comments:

		Essential Criteria:

		5.1 Interaction with the client was managed by Adviser and client's enquiry responded to without unnecessary delay

		5.2  Case records should demonstrate:

		5.2a) appropriate information sources were referred to (where necessary)				

		5.2b) concise, informative, easy to read and follow, set out in a systematic way and recorded in a timely manner				

		5.2c) outcome(s) of enquiry noted (where known)				

		5.3 Client provided with opportunity to ask follow-up questions

		5.4 Confirmation of client’s understanding of the advice given, sought

		5.5 Appropriateness of channel considered in conjunction with needs of client. Client signposted to an alternative channel (where appropriate)				

		Outcome of this Stage:						"

						

		Area of Concern Identified		YES



		MET		0

		NOT MET		0

		DETRIMENTAL		0

		TOTAL		

		% Score		

		Area of Concern 		-20%

		Overall Score		ERROR:#VALUE!



















		Met/ Not Met/ Detrimental  		0

		N/A		0

		Total (64)		0
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ADVISER: Name of Adviser 
FILE REFERENCE: Insert File Reference
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Debt Advice Peer Assessment (DAPA) Scheme 

Representations and Appeals Process



Scope of Representations and Appeals Process

The Debt Advice Peer Assessment (DAPA) Scheme provides an opportunity for organisations to make formal representation against the findings of the DAPA assessment.  This process is available for those case files that achieve an assessment score of 74% or lower.  



Conditions for Appeal

An appeal may be made on the following grounds:

1. The organisation disputes a score awarded to one or more case files within the assessment sample, scoring 74% or lower; and

2. The appeal relates to the technical findings and/or an Area of Concern of the assessment

3. The appeal content may not exceed a maximum word limit of 150 words per criteria for each case to be challenged. Note: where it is necessary to quote legislation or other resources (e.g. Advisernet) to support the content of the appeal, this will not be counted within the 150 word limit. 

4. Representations must be received by Recognising Excellence no later than 5pm on the submission deadline. 

Note: Any appeal received outside of these conditions will immediately be rejected. 



Notification of Intention to Appeal

In all circumstances, formal representations must be received within the parameters of the Service Level Agreement in place at the time of assessment. Deadlines for submission of appeals will vary accordingly to individual quality initiatives and Participants are directed to Scheme Administrator communications which will confirm the actual date that applies. In all instances, appeals should be submitted directly to  peerreview@recognisingexcellence.co.uk.   Representations must be received by Recognising Excellence no later than 5pm on the submission deadline. 

Representations must be submitted using the Scheme’s Representations Documentation which can be downloaded from our website here.



Content of Appeal

Representations made should clearly reference the Scheme criteria requirement, technical finding and/or Area of Concern being appealed. Where multiple criteria are challenged within the same case file, please include these within the same appeal. E.g. Representation One, Case File Five, Criteria challenged 2.1b, 3.2a, 5.1b etc. Please note the maximum word limited per criteria challenged stipulated above. 



DAPA Technical Expert

All appeals will be considered by the DAPA Scheme Technical Expert who acts as an impartial advisory to the DAPA Scheme. The Technical Expert will be the only individual involved in the representations process. (A contingency arrangement is in place for those instances where the Technical Expert is not available to ensure that the appeal can still be considered within the timeframe determined by the Scheme SLA. In this instance, a DAPA Scheme Moderator will be appointed who has not been involved with the assessment and moderation activities during the formal assessment stage of the process).



Supporting Documentation

The Technical Expert will consider the original case file submitted for assessment only and no additional documentation can be accepted as part of the Representations process. The original case file in it’s entirety will be shared however consideration will only extend to the criteria that is the subject of the appeal. 



Appeals Process and Possible Outcomes

The Technical Expert will independently consider the written appeal in conjunction with the original case file to determine if the assessment findings are to be upheld, or if, with consideration to the representations received, an adjustment to the assessment findings should be made.  

There are two possible outcomes:

· The original score(s) is upheld

· The original score (s) is revised



Representations Panel Report Addendum

The Technical Expert will complete the DAPA Representation Submission and Scheme Response Report which will include a full response to the representations received. Upon conclusion of the representations process, the report addendum will be shared with the organisation, the Lead Organisation (where applicable) and with The Money and Pensions Service (MaPS). 

The DAPA Scheme Response Report will act as an addendum to the DAPA Assessment Summary Report. In addition to the report addendum, and in the event that amendments are made to the assessment findings as a result of the findings of the appeals process, updated versions of the formal assessment and case summary report(s) will be issued. 



Service Level Agreement

The DAPA Scheme service level agreement and all subsequent engagement indicators for organisations will be placed on hold during the representations process. Organisations will not be obligated to respond to any urgent remedial action identified on a case being appealed during this time. However, it is expected that urgent remedial action identified on any case that is not being appealed, is completed within the service level stipulated. In addition, there will be no requirement to sign and return acceptance of the Assessment Summary Report until the representations process has concluded.  

Upon conclusion of the representations process, the service level agreement will recommence.  

Further Recourse

The findings of the representations process will be considered final, and there will be no further recourse available to the organisation. 








Guidance for Scope of DAPA Appeals Process



The DAPA Scheme Representations process allows participants to appeal against findings identified during the assessment process in strictly limited circumstances, including that the appeal relates to technical findings and/or an Area of Concern of the assessment.

The purpose of this guidance is to assist participants to identify situations where a criteria has not been assessed as an Area of Concern but either as an Area for Improvement or Area for Development or Not Applicable which can be the subject of representations because that criteria is treated as relating to a ‘technical finding’. It is not relevant that the criteria in question is classified by the Scheme as ‘Essential’. Nor is it relevant that the criteria in question would contribute to the overall percentage score if assessed as Met and would not contribute to the overall percentage score if assessed as Not Met in the same way as an Area of Concern would be scored (although, of course, the first criteria assessed as an Area of Concern leads to a 20% reduction in the file score and a further finding of Actual or Potential Detriment leads to the overall file score being reduced to 0).

In general terms, a finding will be treated as ‘technical’ where either debt advice has been provided or the Assessor has found that debt advice should have been provided in relation to the particular activity covered by the criteria. Conversely, if the activity in question is essentially Administrative or Organisational, it will not be treated as ‘technical’.

More specifically:

In addition to any criteria assessed as an Area of Concern being treated as technical, any criteria that the Assessor would usually assess as an Area of Concern but because of the particular circumstances of the case assesses as an Area for Improvement as explained in the findings, will be treated as technical. 

Generally, the Good Practice criteria identified as Areas for Development will not be treated as technical, but there are some exceptions which are noted below where they apply.

Section 1 of the Assessment Report form (Case Record Preliminaries) is organisational and has no impact on the scoring so will not be treated as technical.

Exploration is the foundation of debt advice and is so closely allied to the provision of debt advice that it seems appropriate to treat it as ‘relating to a technical finding’. Section 2 (Casework (‘CW’)) and section 2 (Advice Only (‘AO’)) criteria 2.1(a) – 2.3 and criteria 3.1 will, therefore, be treated as technical. 

Section 3 (Deal with urgent issues) (CW) usually involves the provision of debt advice and so will be treated as technical and the same applies to section 4 (Check liability) (CW), including the Good Practice criteria 4.2 as by definition use of 2nd tier support ‘relates to a technical finding’. The corresponding AO criteria – 2.4, 2.5, 2.6 and 2.7 – will also be treated as technical.

Although Income Maximisation (3.2(a) (AO)/5.1(a) (CW) is an essential part of the debt advice process, it is not necessarily technical in the sense of involving the provision of debt advice. This criteria will not usually be treated as technical unless there is evidence that income maximisation advice has been provided to the client or the Assessor has found that it should have been provided in relation to a particular debt or liability, for example, claiming a DHP to clear rent or CT arrears, claiming CT exemption to reduce arrears.

Income verification (3.2(b) (AO)/5.1(b) (CW)) is an administrative activity and will not be treated as technical.

Benefit/Tax Credit check (3.2(c) (AO)/5.1(c) (CW)) is another essential part of the debt advice process but it does not even have to be carried out by the debt adviser as the client can be sign-posted. If it is carried out by the debt adviser, the technical knowledge required relates to benefits and tax credits rather than debt advice. This criteria will not be treated as technical in the sense defined above. Whether or not a copy of any benefit check is on the file is an administrative not a technical issue. For the avoidance of doubt, the Good Practice criteria 3.12, 3.13, 3.15 (AO)/5.2, 5.3, 5.4 (CW) will not be treated as technical.

Section 6 (Financial Statement) (CW)/criteria 3.4(a) – 3.5 (AO) will all be treated as technical except for criteria 3.5 (AO)/6.3 (CW) which is organisational in connection with use of the SFS and administrative in relation to a copy being on the case file. The final part of criteria 3.4(c) (AO)/6.2 (CW) – ‘particularly high or low expenditure areas and the absence of any obvious items of essential expenditure investigated’ – will be treated as technical. For the avoidance of doubt, the Good Practice criteria 3.17 (AO)/6.4 (CW) (Gross income/expenditure) will not be treated as technical.

Section 7 (Explore options) (CW)/3.3, 3.7 – 3.11 (AO) will all be treated as technical including Good Practice criteria 3.14 (AO)/7.8 (CW) (Appropriate research). 

Sections 8 (Priority creditors) (CW) and 9 (Other creditors) (CW) will all be treated as technical including Good Practice criteria 9.3 (CW) (Repayment plans) as will criteria 3.6 (AO) and Good Practice criteria 3.16 (AO).

Section 4 (AO)/Section 10 (CW) (Implement action plan) will be treated as technical with the exception of criteria 4.4 and 4.5 (AO)/10.7, 10.8 and 10.9 (CW) as these are organisational. For the avoidance of doubt, the Good Practice criteria will not be treated as technical.

Section 5 (AO)/Section 11 (CW) will not be treated as technical as these activities are essentially administrative/organisational with the exception of criteria 11.3 (CW) (the corresponding AO criteria is 4.6).

Note: If any of the individual criteria discussed above are assessed as an Area of Concern, they are automatically eligible to be the subject of an appeal and the participant’s representations will be considered and a response given subject to the file score being 74% or lower and the maximum word count not being exceeded.
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