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	Participant Overview and Guidance Document
DAPA Webchat Scheme

	To be read in conjunction with
	· Pre-Assessment Questionnaire for Webchat Scheme Participants

· DAPA Webchat Scheme Service Level Agreement
· Webchat Case File Sampling Tool

· Webchat Transcript Submission Declaration
· DAPA Webchat Scheme Assessment Criteria

· DAPA Scheme Representations and Appeals Process

	

	Key Principles
	· The assessment cycle will run on a 6-monthly rotation, timed to enable the process to fully complete in advance of Quarterly Commissioning Review (QCR) meetings

· All Advisers working within the chat platform will have a sample of 2 client interactions assessed within each assessment rotation

· All transcripts will be assessed using the DAPA Scheme Percentage Score approach

· A KPI benchmark of 75% per transcript assessed has been set by MaPS which run cumulatively for the grant year as a whole

· The assessment Service Level Agreement (SLA) will run to the hard deadlines determined, as per the principles of the DAPA Scheme. Engagement reporting to MaPS remains a feature of the SLA management

· 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. Participant Organisations will in turn be responsible for working with their MaPS Delivery Manager to address the findings.

	

	Approach
	Participant Organisations will be invited to complete and return the DAPA Scheme Pre-Assessment Questionnaire for Webchat Scheme Participants, and in addition, provide a list of completed chat activities per Adviser, that have taken place in the proceeding 2 -3-month period. 

The DAPA Scheme Administrator will select and agree a sample of transcripts with the Participant Organisation, which should then be provided in electronic form to enable the assessment activity to commence. The agreed sample of transcripts should be submitted for assessment within a maximum period of 15 working days.
Chat transcripts 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 of the Scheme. All transcripts 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. Once completed, assessment findings will be shared with the Participant Organisation, with MaPS as the funder, and where applicable, with the Lead Organisation. 

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. 
To conclude the assessment activity, the DAPA Scheme Administrator will facilitate a post assessment discussion with the Participant Organisation to clarify any queries raised as a result of the assessment findings. 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 transcripts scoring 74% or below. Please refer to the separate Representations and Appeals guidance documentation for further information.
All assessment activity activities will be delivered against the MaPS Service Level Agreement for Webchat.

	

	Assessment Cycle
	Assessment activity will be scheduled as a rolling programme, working on a 6-monthly rotation.  The full complement of individual Advisers involved in delivering MaPS funded advice, including any volunteer resource, will be included within the assessment sample in each rotation. 

	

	What is being measured? 


	MaPS has clearly set out its expectation of the extent of advice expected via the channel of webchat channel as demonstrated in the DAPA Webchat Scheme criteria which has been specifically adapted to reflect the MaPS expectations and requirements of the channel. It is acknowledged that Webchats are not the equivalent of face-to-face or telephone advice. In general, the aim of webchat is to:
· Establish why the client has made contact and what they want to achieve

· Provide the client with appropriate advice based on the information provided
· Deliver that advice clearly, avoiding the use of jargon and check for the client’s understanding

· Help the client to identify the next steps which will progress their situation

· Provide clients with links to relevant information and signpost/refer, where appropriate
Quality of advice will be measured through the DAPA Scheme criteria.  
A performance benchmark (KPI) of 75% has been set by MaPS with the expectation that all transcripts assessed will reach this level by the end of the grant year. 

	

	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 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 10 working days. 
To support the completed Pre-Assessment Questionnaire, a list of completed chat activities, per Adviser, reflecting the previous 2 – 3 months should also be provided at this stage.   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 10 working days. 
The Scheme Administrator will identify a sample of transcripts 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 set out in the Service Level Agreement.                               

	

	Case/Transcript Selection
	The Case Sampling Tool workbook will request information about the resourcing of the webchat service and specifically, it will require confirmation of the individual Advisers that deliver the advice function. Participants will need to ensure that they have appropriate authorisations in place with both employees and volunteer resources, to enable their details to be shared with the DAPA Scheme. 

The assessment will consider a sample of chat transcripts that have been completed by both current and previous employees.  Where there has been a high turnover of staff within the period, please highlight this information within the Pre-Assessment Questionnaire. Volunteer resources that deliver advice through the chat facilities will also be included within the scope of the assessment. 

Case/Transcript selection is a randomised, automated process which is managed by the Scheme Administrator.  Using the information provided within the Case Sampling Tool, a random sample of chats will be selected for assessment. The standard sample drawn will be 3 chats per Adviser. Of the 3 chats identified, 2 will be assessed. All 3 chats selected should be prepared and submitted for assessment. 

The assessment sample will be drawn from the pool of MaPS funded advice only. For Participant Organisations being assessed for the first time, chats will be drawn from the preceding 6-month period. For the second assessment rotation and onwards, chats will be drawn from the previous 3-month period and outside of any action plan implementation period that may follow the previous assessment. The sample will predominately be drawn from the most recent month of activity (month 3) and only adjusted to include months 2 and 1 if there are difficulties in drawing a sample for specific Advisers within the first period. 

Once the sample has been drawn, the Scheme Administrator will provide notification of the chats selected to the participating organisation and seek confirmation of the appropriateness to proceed with the sample. Participating Organisations will be required to agree the sample is eligible to proceed with the assessment.  

If a selected transcript is considered not to be appropriate to submit for assessment, the Participant Organisation should contact the Scheme Administrator to discuss the concerns. Where it is considered appropriate to do so, a new sample will be drawn.

All transcripts should be prepared and submitted for assessment within a maximum period of 15 working days. 

	

	Case/Transcript Eligibility
	The eligibility principles of the DAPA Scheme will apply for all transcripts to be assessed i.e., each transcript must:

a. Relate to a debt issue

b. Have resulted in advice (not information) being given to the client i.e., the client was not signposted or immediately referred for further help

c. Contain sufficient advice within the transcript irrespective of whether there is a clear end point
d. Relate to an advice activity within the preceding 3-month period and preferably, more recently than this. 
e. Has not been subject to any prior assessment by the DAPA Scheme 
Participant Organisations will be asked to verify and accept the sample of chats selected for assessment within 5 working days of receiving the notification of the assessment sample. 

	

	Case/Transcript Submission and Pre-Submission Checks

	The assessment process provides for electronic file submission only.  This can be via a password protected email submission, or via direct access into an appropriate case management system. The Scheme will no longer accept physical files. Please note, where access is provided into a case management system, a minimum of two user accounts will be required for the Scheme Assessor and Moderator. Access should remain live throughout the duration of the assessment process and may be required out of office hours. 

It is the responsibility of the Participant Organisation to ensure all transcripts 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.

Participant Organisations will have a maximum period of 15 working days to prepare and submit transcripts for assessment. All transcripts should be submitted directly to the Scheme Administrator. 
Where the chat transcript itself does not provide the full record of the advice given, additional information should be provided as appropriate. Examples of supporting documentation may include:
· Screen shot of chat entry platform Preliminary Client Profile, including Data Protection, Confidentiality and Nature and role of the service.
· Confirmation of advice (where applicable)/ Factsheets/weblinks used to support the advice given
· Information Sources used (as appropriate) particularly in relation to ‘specialist level’ advice

· Any relevant CRM record/chat transcript from a Linked File where the client has returned for further advice. 
Each assessment round must be treated as a standalone activity. The Scheme does not hold copies of document submitted for assessment once the assessment process has been concluded. Therefore, even if template documentation has been provided previously, these should be resubmitted to support the assessment process at future interventions.
At the point of submission, Participant Organisations will be required to sign and return a declaration form.  The declaration will seek confirmation that the submission is complete and reflects the full and complete record of advice for each chat provided for assessment.   The assessment process will not be able to commence until the signed declaration has been received by the Scheme Administrator. 

	

	Overview of Activities - Assessment – The Practicalities
	All transcripts submitted for assessment will be considered against the DAPA Scheme Webchat criteria. 

The DAPA Scheme Assessor will consider, from the evidence contained within the transcript and any other documentation provided, whether the Adviser has demonstrated they have dealt with the chat effectively. The individual DAPA criteria will be assessed as either met, not met, detriment or not applicable.
The fundamental nature of Peer Assessment is it involves the judgement of an experienced practitioner. DAPA Scheme Assessors will consider the limitations of the advice process through this channel, recognising that Webchat is primarily a client led channel. The DAPA Scheme acknowledges that webchats will generally not go beyond the presenting issue. However, where on the information provided by the client, other issues present themselves, the Scheme expects these issues to be explored and advised on appropriately.
Where the client has discontinued the webchat before the adviser has had the opportunity to go through the ‘closure procedure’, including asking the client whether they have any other debts where this has not already been established, the Assessor will need to make a judgement as to what the adviser could have been expected to cover during the chat, up to the point when the chat ended. Consideration will extend to the steps of the debt advice process. Any criteria which the Assessor feels the adviser could not have been expected to cover up to the point when the chat ended will be assessed as NA. On the other hand, if, in the Assessor’s judgement, the adviser had the opportunity to address any particular criteria, but they were not addressed, then those criteria should be assessed as not met.
Each transcript assessed will be scored using the DAPA Scheme percentage scoring approach. A formal written summary will be prepared for each case/transcript assessed. 

Assessment activity will conclude within a maximum period of 8 working days.
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 transcript 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. 

	

	Void Assessments
	An assessment may be deemed as void in the following circumstances:

· During the chat selection process and in situations where it has not been possible to identify and/or agree the full sample of webchats required for assessment

· During the assessment and once the chats have been submitted for assessment, if it transpires that the eligible number of chats available for assessment falls below the number required. E.g., chats submitted for assessment which do not relate to a debt matter, have resulted in no advice given to the client. 

If the assessment sample falls below 2 eligible chats per Adviser, the assessment will be void.  MaPS will charge an administration fee to the Participant Organisation and a further assessment will be scheduled to take place at a later date.

	

	Overview of Activities – 

Quality Assurance and Moderation 
	All findings of the assessment process will be subject to full quality assurance and moderation activities. Upon conclusion of the assessment, both the assessment reports and the original transcript submitted for assessment will be shared with the DAPA Scheme Quality Manager/Moderator to support the quality assurance activities. 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 period of 10 working days from completion of the assessment. 

	

	Pre-Assessment work required by the Participant Organisation – 
	· Complete and return the DAPA Webchat Scheme Pre-Assessment Questionnaire

· Provide a list of completed chat activities 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
· Confirm agreement of the sample of chats selected for assessment, ensuring that they are each ‘eligible’ for assessment by the DAPA Scheme

· Prepare the agreed assessment sample for electronic submission, with consideration to the requirements identified in the Case/Transcript submission and Pre-Submission Checks section, to support this activity.

	

	Post Assessment – Reporting on Findings
	Within 23 working days of chat submission, the formal findings of the assessment process will be released.  Findings of the assessment will be shared with the Participant Organisation, their Lead Organisation (where applicable) and MaPS.  

The formal written record of the assessment will comprise:

· Overarching summary report of assessment findings, high level themes arising and high-level comparisons to previous assessment findings
· Formal case write-up and assessment score for each case/transcript assessed

Where it is appropriate to do so, comparisons will be drawn against previous DAPA Scheme findings. 
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 no longer look 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. It is recognised that due to the nature of this channel, it will not be possible for an urgent action to require re-engagement with the client.  Any urgent actions that arise from the assessment are likely therefore to be limited to adviser technical knowledge and supervisory points only. The Scheme requests that urgent action is completed within a period of 20 working days following receipt of the assessment report.

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

Where detriment has been identified (actual) through the assessment findings, a Triggered Technical Site Visit (TTSV) intervention will be scheduled for the Participant Organisation concerned. 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.  


	

	Post Assessment – Feedback Discussion
	Participant Organisations will have an opportunity to discuss assessment findings with both representatives from the DAPA Scheme Administrator and the DAPA Scheme Assessor. This element of the assessment process is optional, and organisations 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. The call will be limited to approximately one hour in duration. Organisations will also have the opportunity to invite a representative from their Lead Organisation (where relevant) to participate with the call if they wish to do so. It will be for the Organisation to decide who should participate in this discussion.  Participation will be limited to two individuals from the organisation, one of whom should be the person responsible for the MaPS DAPA Scheme and quality.
Where there are queries relating to the technical findings of the assessment, Participant Organisations will be required to submit their queries directly to the Scheme Administrator in advance of the meeting. Any chat specific queries must be received at least 3-working days prior to the call taking place to provide the DAPA Scheme Assessor with an opportunity to consider ahead of the meeting.  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 any organisation wanting 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 chat 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 transcripts 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 transcript to be challenged. 

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

The Participant Organisation 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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		DAPA SCHEME CRITERIA FORM - WEBCHAT



																MET

		1.     Webchat 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). (May be evidenced through multiple case records)														DETRIMENTAL

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

		1.3 Complaints procedure made available to the client				

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

		1.5 Confidentiality and data protection arrangements made available to the client				

		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:

		2.1 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 				

		2.2 Presenting issue identified and clarified				

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

		2.4 Enquiry made into client’s full indebtedness – what other debts does the client have?				

		2.5 Key dates and time limits identified (where applicable)				

		2.6 Action taken so far by either client or creditor, identified				

		2.7 Possible assets explored				

		2.8 When presented, the clients’ capacity, capability, disability, vulnerability or mental health problems recognised, and appropriate action taken				

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

		2.10 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 advised as appropriate 				

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

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

		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/assisted to obtain				

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

		3.2b) Benefits/tax credits/tax codes - client signposted 				

		3.3 Where appropriate, deficit budget investigated, and reasons addressed  				

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

		3.5 Where appropriate, relevant information is obtained about client’s financial position to enable the client's situation to be assessed				

		3.6 Where appropriate, client recommended to complete budget sheet/financial statement and signposted to an appropriate source				

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

		3.7a) stage of enforcement action established				

		3.7b) offers to priority creditors are realistic and sustainable				

		3.7c) adequate provision made for on-going essential expenditure, unless justified otherwise				

		3.7d) available income for paying non-priority creditors discussed, taking account of payments to priority creditors				

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

		3.9 Advice given is:

		3.9a) accurate and legally correct				

		3.9b) appropriate to the client’s individual situation 				

		3.9c) appropriate to the level of the problem

		3.9d) comprehensive in relation to the consequences of non-payment

		3.9e) comprehensive in relation to the Powers of Enforcement Agents where the debt(s) is at the stage of enforcement				

		3.10a)  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:				

		3.10b) advantages/disadvantages				

		3.10c) actual or potential consequences and implications and obligations including the impact of debt remedies on credit reference files and banking				

		3.10d) any eligibility criteria				

		3.10e) debts covered by that option				

		3.10f) any costs involved				

		3.10g) likelihood of acceptance				

		3.10h) any risks associated with that option, including adverse costs orders in relation to court costs being made 				

		3.11 Utility Trust Funds and schemes for dealing with arrears identified (where appropriate)				

		3.12 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:

		3.12a) The eligibility criteria for the Breathing Space have been considered and it is recorded that the client meets the eligibility criteria				

		3.12b) Whether it is appropriate for the client to enter Breathing Space				

		3.12c) Debts covered by Breathing Space				

		3.12d) Advice on the client's responsibilities during the period of Breathing Space				

		3.12e) Advice given on Breathing Space is accurate and legally correct				

		3.12f) Advice given on Breathing Space is comprehensive				

		3.12g) There has been compliance with the requirements under Breathing Space by all the relevant parties regarding all aspects				

		3.12h) Consequences of Breathing Space advised to the client				

		Good Practice:

		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 If 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				

		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 Sufficient information provided on all of the client’s next steps 				

		4.2 Client signposted to written information sources where appropriate.  Written information should be written in a language the client can understand, avoiding jargon and technical terms. Relevant and key information was brought to the client’s attention.  Evidence to be considered includes fact sheets shared				

		4.3 Where the Adviser/Organisation is unable to assist in an emergency and/or provide appropriate advice or an appropriate debt option, the client was signposted/referred appropriately, including where client needs advice on non-debt matters				

		4.4 Where client lives in a different nation within the UK (i.e. England, Wales, Scotland or Northern Ireland), the client was sign-posted/referred for information on the range of debt solutions in that nation				

		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. Client provided with opportunity to ask follow- up questions				

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

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

		5.4 Webchat interaction was managed by Adviser and client’s enquiry responded to without unnecessary delay				

		Outcome of this Stage:						"

						

		Area of Concern Identified 		NO



		MET		0

		NOT MET		0

		DETRIMENTAL		0

		TOTAL		

		% Score		

		Area of Concern 		0%

		Overall Score		ERROR:#VALUE!













		Met/ Not Met/ Detrimental  		0

		N/A		0

		Total (46)		0



ORGANISATION NAME INDIVIDUAL REPORT MONTH YEAR
ADVISER: Name of Adviser 
FILE REFERENCE: Insert File Reference	
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Debt Advice Peer Assessment (DAPA) Webchat Scheme 

Organisation Chat/Transcript Submission Declaration

To enable your DAPA Assessor to fully consider the sample of transcripts submitted for assessment, it is important to ensure the full chat transcript is provided for assessment. 

All processes/procedures prior to the commencement of the webchat should also be provided to ensure the Assessor is aware of the complete client experience, demonstrating the entirety of the approach taken and advice given.   Consideration should extend to screen shots of the chat entry platform where organisational matters such as Confidentiality, Data Protection and Nature and Role of the service are addressed. 

The assessment process will not provide for multiple submissions of documentation and therefore, once submitted, your assessment will be made only based upon the content provided. 

Participants of the DAPA Scheme are required to sign and return this declaration as part of the assessment sample submission process. Please ensure the signatory has the authority to complete this declaration. 

I confirm my acknowledgement that:

· The DAPA Scheme will consider a sample of completed chat transcripts which have been randomly selected for assessment through a remote, desk-top based assessment process

· An assumption has been made that the submission made for this channel will reflect the full chat transcript which will be the only information required for the assessment. However, where this is not the case, information additional to the chat transcript may include: 

· Screen shot of chat entry platform Preliminary Client Profile, including Data Protection, Confidentiality  and Nature and role of the service.

· Confirmation of advice(where applicable)/ Factsheets/weblinks used to support the advice given

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

· Any relevant CRM record/chat transcript from a Linked File where the client has returned for further advice. 

· 3 cases per Adviser have been provided for assessment. I acknowledge that of these, 2 will be assessed





· I confirm each of the cases provided for assessment:

· Relate to a debt issue.

· Have resulted in advice being given to the client i.e. not signposting or information.

· Contain sufficient advice within the transcript irrespective of whether there is a clear end point.

· Must have taken place within the last 3 months and outside of any previous DAPA assessment window that may apply.

· I understand if the assessment sample falls below 2 eligible files per Adviser, the assessment will be void and an administration fee charged. A further assessment will be scheduled for a later date.

· A report detailing the findings of the assessment process will be shared with my organisation/Lead Organisation (where applicable) and with MaPS as the funder,  once the assessment and moderation process has completed

· I understand I will have the opportunity to participate in a post assessment discussion involving Senior RE Personnel and my Assessor.  I agree to submit any technical queries arising from the assessment findings, at least 3 working days in advance of the discussion. 

Having considered the submission requirements identified above, I confirm that the chat transcripts submitted for assessment are deemed to be a complete record of the chat and contain everything to be considered as part of the assessment. 

Signed: ........................................................................................................................................

On behalf of Organisation: ........................................................................................

Name: .........................................................................................................................................

Position: ......................................................................................................................................

Date: ...........................................................................................................................................
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Do not input data in this box. It will perform some calculation when the relevant information has been included in other cells

5
 

6
6
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Participant data required

		Please complete all fields below

		Name of Organisation		Organisation

		Name of MAS Funded Partnership

								Please do not complete fields in this box

		Debt Advice Delivery Channels		(%)				Total staff		0

		Webchat		100%				Volunteer		0

		Telephone						Employees		0

		Face to Face 						FT		50

								PT		0

								No Staff included

		Proportion of Advice Only 
vs Casework		(%)				Distribution of Cases to review

		Advice Only		1				Advice Only		15

		Casework		0				Casework		0

								Total		15

		Average Volume of Debt Cases

		Per month

		Per Year





		Please complete all fields below 
for each adviser						NA

		Name or unique reference number		Supervisor 
Yes / No		Volunteer
Yes/No		NA		N/A.		N/A		Please confirm Case list Included: 
Yes / No

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%

								100%		FT		100%































dropdown

		MASDAP														Core Sample of 15 selected

		MONEY ADVICE WEST

		GMMAP														Additional Sample of 5

		CAPITALISE

		EMMA														Participant Confirmed



																Participant advised not suitable





Case file list with consents

		Please provide a list closed case files - see guidance for participating organisations for the period to be included

		Caseworker or unique reference number		File Ref No		Closure Date		Advice only		Please do not provide personal data where consent has not been obtained



















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































Advice only
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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 Debt Advice Peer Assessment Scheme Administrator to randomly select 2
sample of files for peer assessment. The standard sample is set to 3 files per Adviser of which two will be assessed.

‘The tool is composed by two spreadsheets;

1. Participant data required ~ The participant wil provide their general details and relevant information of staff members that provide debt advice. This
should include volunteers,

2. Casefile lst with consents ~ The participant willinput specificinformation of completed webchat activity within the previous 6 months to enable the
‘Scheme Administrator to select and agree a file sample for peer assessment.

pecifics 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 indicates location and format of the information. The user will be constraint to edit only specifc fields and use specific formats. The
tool wil show notes to help in the process and warnings if an unexpected inputis detected.

Information to be included;

"1 Name of Participant For each of the staff member that delivers advise through this channel, please identify
2. Name of MAS funded Partnership (dropdown menu) the following:

3. Proportion of debt advice delivery by channel (This assessment

process will only consider the channel of webchat 5. Name or unique reference number. Avoid homonyms. The spelling for each case

4. Average volume of debt cases per month and year ‘worker must be dentical to the name or unique reference number provided in the

“Case filelst with consents” spreadsheet.
6. Supervisor (Yes/No)

7. Volunteer (Yes/No)

8. The Na columns can be ignored

5. Confirm cases for this staff member are included in the “Case filelist with consents”

spreadsheet (Yes/No)
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Note: Overriding the warnings and/or constraints will jeopardise the correct use of the tool.
Participant data required input fields

Do not input data
i this box. lewil
perform some
lcutation when
the relevant
information has
been incuded in

other celis

s e o vt [ |6
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Case file list with consents.

‘The following figures and table indicates 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 s detected.

Information to be included;
. Caseworker name or unique reference number — The name spelling for each Case co-WorKer or Unique reference number must be identical to the name or
reference number provided in the “Participant data required” spreadsheet
2. File Ref No~ This must be a unique identifier
3. Closure date/date of webchat —Please use the format (dd/mm/yyyy). The files included must correspond to the period in revision.

'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

Example of Case file list with consents

P e 2007 Cosewore
petr s sz aviaiao agwe oy
ot o i 10052017 Cosewore
et s Ta2s 2siejz01 aavcsoni
ot o 2eas10 2eoa017 Adwice oty
reternos s ez vz ooy
Pt R derse 250007 Caseue
waresn a9 wansjaon casevore
P eines 1002007 Cosewore
waresmin 00 vfuaiaon sowce ony
Marie St 8807 10052017 i oty
sewraos 06 o0 casewore
Marie St 6016 3/052017 i iy
pereraos 213 aaosjeon casewore
Maie St 0850 24052017 i iy
pereraos aokor oo/ casewore
Pt o e a3ju/a01 Adice oy
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Input process

‘The information can be introduced in any order
However, allthe information must be present on the correct format before sending it to the Scheme Administrator

Itis really important that the names of staff members or unique reference number have the same spelling in both sprezdsheets. The input s sensible to
case and spaces.
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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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DAPA Webchat Scheme Service Level Agreement

		Activity

		By Whom

		SLA Lead Time

(Working Days)



		

Pre- assessment





		1.

		Assessment notice and guidance issued to Participant

		RE

		Three months prior to assessment date



		1a.

		Opportunity for Q and A Session (optional)

		Participant

		Within three-month notice window



		Participant Engagement with Pre-Assessment Process Starts

(Step 2 activity will always start on the first working days of the month)



		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

		10 days



		3.

		Peer Assessor allocated, and conflict check completed

		RE

		1 days



		4.

		Case sample selection

		RE

		5 days



		5.

		Case Sample Agreed

		Participant

		5 days



		6..

		Case Transcripts submitted for assessment along with Submission Declaration

		Participant

		10 days



		6a.



		Case Submission shared with Assessor

		RE

		1 day



		6b.

		Peer Assessor confirms if sample is suitable for assessment or Void

		Peer Assessor

		1 day



		



		7.

		DAPA Assessment Activity

Assessment findings submitted for moderation 

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

		Peer Assessor

		8 days



		8.

		Moderation Activity

a) Technical findings and assessment score 

b) Summary report findings

c) Urgent action identified as appropriate

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

		Moderator

RE

		10 days



		

Post Assessment





		9.

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



		



RE

		



5 days



		9a.

		Client detriment (actual) findings reviewed as appropriate. Confirmation of agreement with finding or intention to appeal

		Participant

		3 days



		10.

		Feedback Meeting (optional)

		RE

Participant

Peer Assessor

		15 days



		11.

		Assessment report signed and returned to RE

Signed report shared with MaPS Delivery Manager and Lead Organisation (where applicable)

*Deadline for submission of Appeal



		Participant

RE

		

5 days



		12.

		Urgent Remedial Action Reporting (as appropriate

		Participant

		



		13.

		Case transcripts destroyed

		RE

		3 days



		14.

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

		Participant/Lead Organisation

		65 days



		*Representations Process (where applicable)





		11(a)

		Written Representations submitted

		Participant

		As per Step 11



		11(b) 

		Appeal considered by Technical Expert. Formal written response prepared

		Technical Expert

		7 days



		11(c)

		Moderation of Representations response

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

		RE



		3 days



		11(d)

		Assessment report signed and returned to RE

Signed report shared with MaPS Delivery Manager and Lead Organisation (where applicable)



		Participant

RE

		



5 days



		

		Urgent Remedial Action Reporting (as appropriate

		Participant

		







In the event that Representations are made, the SLA for steps 11 and 12 will pause for the duration of the Representations process. The SLA will recommence after this time.

Note:  

1. Each step of the process will run to the hard deadline stated

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.
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Money and Pensions Service (MaPS) Debt Advice Peer Assessment (DAPA) 

Pre-Assessment Questionnaire for Webchat Advice

Your Organisation is scheduled to participate with the Money and Pension Service (MaPS), Debt Advice Peer Assessment (DAPA) process. This Pre-Assessment Questionnaire is the first stage of the assessment and will enable Recognising Excellence (RE) to identify a sample of chat transcripts to be considered during the formal assessment. The questionnaire should be completed and returned directly to RE within the next 10 working days along with the supporting information that has been requested. 

Organisation Contact Details:

		Name of Organisation:

		



		Name of MaPS Funded Partnership (where relevant):



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

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



		Principal Office Address:

		



Postcode:



		Primary Contact (Person responsible for Peer Assessment): 

		



		Position:

		



		Telephone Number:

		



		Email Address: 

		



		Secondary Contact Name:

		



		Position:

		



		Email Address:

		









Service Delivery Overview:

Service delivery data is now collected within the Case Sampling Tool workbook which accompanies this questionnaire and has been provided separately in the covering email. Case information will only be accepted if submitted within this workbook.

Volume of Advice Activity:

Please provide the following information:

		Total No. of MaPS funded Advisers

		





		Total No. of MaPS funded Cases completed within last 3 months

		





		Total No. of MaPS funded Cases completed within last 6 months

		



		Total No. of MaPS funded Cases completed within last 12-months

		







Organisational and Advice Service Delivery Overview:

Please use the following sections to provide additional insight for your DAPA Assessor to understand your service structure, delivery model and approach taken to quality assurance. 

		Standard Information Accessible to Clients: - Please provide an overview of any standard information which is made available to clients accessing the service along with an overview of any channel engagement considerations e.g. Timeout arrangements, Nature and Role of Service, Complaints Procedure, Confidentiality and Data Protection including how the client needs to acknowledge these prior to moving into the chat. (Where appropriate, please provide screen shots/ pre-loaded system messages to the webchat entry platform.)  















Standard Advice Fact Sheets / Templates – Please provide an overview of any standard advice routinely used which may not be included within the case file record, including how and when used i.e. Standard Fact Sheets where applicable. (Where hyperlinks form part of the case transcript, no further information will be required).











		Approach to Case Recording: - An assumption has been made that the case submission provided for assessment will reflect the full chat transcript. If this is not the case, please provide an overview of how cases are managed and how the file will be presented for assessment. 





















Can Case Records be exported out of your CRM system into a word document to support the case submission process? (If no, what format can this be provided in?)

											YES / NO











Standards of a good webchat – Please provide an overview of the organisational standards expected from a webchat and your approach to quality monitoring/internal case review. 







		Vulnerability – Do you have a policy for dealing with vulnerable clients?  



Yes / No



If yes, please provide a copy to RE. 







		Safeguarding – Do you have a Safeguarding policy in place?

Yes / No

If yes, please provide a copy to RE. 







		Changes to operational delivery: Please provide an overview of any changes made to the way advice is delivered in the webchat setting and how cases are managed as a result of the findings of the previous assessment (where applicable). 

















		Changes Introduced as a result of 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.





		



















		Personnel Changes: Please identify if there have been any personnel changes over recent months that we should consider when determining the sample of cases to be considered at assessment. 













		Additional Comments:  Please use this opportunity to share any additional information you would like the assessment process to consider e.g. internal checklists or prompts utilised by the Advisers. 

















Staffing and Personnel

Employee and volunteer resource data is now collected within the Case Sampling Tool workbook which accompanies this questionnaire and has been provided separately. 

		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.













Disclaimer:

I can confirm the information provided is accurate and reflects our current delivery model. I can confirm the primary contact for the 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 RE with all standard information that is routinely used, which may not be contained within the case records that are submitted for assessment. 

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

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

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

		1. Completed Pre-Assessment Questionnaire

		Yes / No



		1. Completed Case Sampling Tool containing

           A) Service delivery overview

           B) Staff List 

           C) Case activity report for previous 3/6 months (for each Adviser identified within the Staff List

		

Yes / No

Yes / No

Yes / No





		1. Copies of any standard / routine advice templates that may not be incorporated within the case file (where appropriate)

		Yes / No / Na





		1. Copies of any Screen Shots applicable to chat entry platform

		Yes / No / Na



		1. Copy of Vulnerability Policy

		Yes / No / Na



		1. Copy of Safeguarding Policy

		Yes / No / Na



		1. Copy of any quality monitoring/ internal case review criteria 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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