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	Overview and Guidance Document

Recipient Level DAPA

	To be read in conjunction with
	· Recipient Level DAPA Service Level Agreement
· Case File Sampling Tool

· Supply Chain Delivery Insight Form

· Case File Submission Checklist
· DAPA Scheme Assessment Criteria (Face to Face)
· DAPA Scheme Representations and Appeals Process

	

	Key Principles
	· The assessment cycle will run on a 3-monthly rotation, timed to enable the process to fully complete in advance of Quarterly Commissioning Review (QCR) meetings
· All Participant Organisations within the Recipient’s supply chain will be included in each assessment rotation

· There should be one central point of co-ordination between the Scheme Administrator and the Recipient who can agree the sample of cases selected and who will be responsible for collating and submitting these for assessment
· The sample of case files to be assessed will be drawn from the pool of files that have been subject to Technical Supervision during the preceding 3-month period, as per Grant Agreement Clause 2.3.1 in Schedule 1

· All case files will be scored using the DAPA Scheme Percentage Score approach

·  A KPI benchmark of 75% per file assessed has been set by MaPS which will 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

· Where remedial action has been identified as part of the Technical Supervision approach, this should be clear within the case record and will be considered as part of the assessment approach. The DAPA Scheme will not request the same action to be completed as a result of the assessment findings 
· 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. Quality Managers will in turn be responsible for working with funded participants to address the findings. 

	

	Approach
	The Recipient Level DAPA programme is aimed at the MaPS funded recipient. The DAPA Scheme Administrator will liaise directly with nominated individuals acting on behalf of the funded Recipient. All members of the funded recipient’s supply chain will be included in the assessment activities in each assessment rotation.

Funded Recipients will be required to provide a list of all members of their supply chain along with a list of all closed case files that have been subject to Technical Supervision, in each assessment rotation. This information should be captured within the Case File Sampling Tool which will be provided by the Scheme Administrator.

From the information provided, the DAPA Scheme Administrator will select a sample of closed files for assessment. Each member of the supply chain will have a minimum of one case file assessed in each assessment rotation. 

The Recipient will lead on agreeing the sample of files selected are suitable for assessment and collating those files ready for assessment. In addition, the Recipient should ensure that the Supply Chain Delivery Insight form is refreshed and submitted for each member of their supply chain, and for each assessment rotation.

The sample of case files will be assessed against the DAPA Scheme criteria. Assessment activity will be completed by an appointed representative of the Scheme Administrator. All case files 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 Recipient and with MaPS as the funder. 
Where it is considered appropriate, urgent remedial action may be requested as a result of the assessment findings.  In addition, Recipients should consider the wider findings of the assessment to determine any additional support and guidance that may be required for their supply chain. 
To conclude the assessment activity, the DAPA Scheme Administrator will facilitate a post assessment discussion with the Recipient to clarify any queries raised as a result of the assessment findings. This stage of the process is optional, and Recipients 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 separate Representations and Appeals guidance documentation for further information.
All assessment activity activities will be delivered against the agreed MaPS Service Level Agreement.

	

	Assessment Cycle
	Assessment activity will be scheduled as a rolling programme of activity on a quarterly cycle. All members of the Recipient’s supply chain 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 DAPA Scheme criteria. The criteria have been developed with the nine steps of the debt advice process central to its requirements with consideration to both CONC8 requirements and the Child Poverty Action Group (CPAG) Debt Advice handbook. 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 case files assessed will reach this level by the end of the grant year. 

	

	Overview of Activities – Pre-Assessment
	The Recipient will receive notice from the DAPA Scheme Administrator each quarter to formally commence the assessment process. A Case File Sampling Tool will be provided which should be completed and returned within a maximum period of 5 working days. 
The Case File Sampling Tool should identify all members of the Recipient’s supply chain, and all closed case files in the preceding period which has been subject to Technical Supervision. From this information a sample of case files will be randomly selected for assessment. The Recipient 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. 
Once agreement is reached on the file sample, Recipients will collate/prepare the files for submission with consideration to the eligibility and pre-submission check requirements identified below. In addition, Recipients should ensure the Supply Chain Delivery Insight form is refreshed and submitted for each member of their supply chain, each assessment rotation.
Funded Recipients will need to respond to the Scheme communications as set out in the Service Level Agreement.                               

	

	Case File Selection
	The case file 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 files will be selected for assessment. No consideration will be given to the proportionality of advice levels. i.e., advice / casework. Due to the focus of this assessment, which is targeted at the funded recipient, file sampling will not consider whether Advisers remain current members of the funded supply chain. The assessment sample will be drawn from the pool of MaPS funded advice only. 
The number of files required for assessment will be influenced by the value of MaPS funding being received. Sample bands are confirmed as:

Value (M)

No. of files based on methodology per Quarter*

Up to 2m
15
2.0 - 3.0

23
3.1 – 4.0
30
4.1 - 5.0

45

Over 5.0

60

Note: The sample size has been determined with consideration to funding value and other MaPS quality initiatives currently in place. If either element changes, the sample size may be subject to an increase/decrease.  In instances where a funding Recipient falls into the first banding i.e., funding value of up to £2m, and has more than 15 participant organisations within their supply chain, the sample size will increase to ensure that every participant has at least one file assessed.
Case files eligible for assessment must have been opened no earlier than 1st April 2019 and closed within the period defined by the assessment period stated. (This will vary for each assessment rotation). The sample selected will include at least one file per organisation within the supply chain and will be drawn from the pool of files that have been subject to Technical Supervision. Note: Where an insufficient number of files are available from this pool, the sample will be supplemented with case files closed in the previous operating quarter. 
Once the sample has been drawn, the Scheme Administrator will provide notification to the Recipient of the case files selected and seek confirmation of the appropriateness to proceed with the sample. Recipients 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. 
If a selected case file is considered not to be appropriate to submit for assessment, the Recipient should contact the Scheme Administrator to discuss the concerns. Where it is considered appropriate to do so, a new sample will be drawn.

All case files should be prepared and submitted for assessment within a maximum period of 20 working days. 

	

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

a) Relate to a debt issue

b) Have resulted in completed advice being given to the client

c) Have opened no earlier than 1st April 2019 and closed within the period defined by the assessment cycle (typically 2 -3 months prior)
d) Have not been subject to any prior assessment by the DAPA Scheme

Recipients will be asked to verify and accept the sample of case files selected for assessment within a maximum period 5 working days of receiving the notification of the assessment sample. 

	

	Case File Submission and Pre-Submission Checks

	The assessment process provides for electronic file 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 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. 
Where a case file 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)

· 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 file which pre-dates the file selected, should also be submitted for assessment. Linked files should be clearly identified. Where post-dated case notes are provided, these will be considered only when determining any urgent remedial action that be required. 

Recipients will have a maximum period of 20 working days to prepare and submit case files for assessment. All cases should be submitted directly to the Scheme Administrator. 
File Contents:

Each file should clearly identify:

· The name of Participant Organisation within your supply chain.

· A unique file reference number

· Open and closure date.

· Classification of Advice Only or Casework.

· Clear identification of any relevant linked file submitted (where applicable).

· A clear indication that Technical Supervision/IFR has/has not taken place on the file

Documentation to be included within the case file 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 CIA or other tool, Client Agreement, Pre-Apt Debt Advice Pack (where utilised)
· Full set of Case Notes in a logical order and the supporting Information Sheet.
· Proof of debt and Creditor correspondence – incoming and outgoing correspondence.
· Budget Sheet and Standard Financial Statement.
· Proof of Income / Income and Expenditure Review / Copy of the completed benefit check.
· Confirmation of Advice (letter or factsheet) where applicable, including any advice that was given, any agreed action plan/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.
· 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 (these should be clearly marked).
Prior to submission of the agreed assessment sample, it is recommended that Recipient Quality Managers ensure:

a. Each file submitted for assessment is eligible for assessment i.e., contains evidence of debt advice.
b. Is a full and accurate summary of the advice given.
c. The agreed file does not include any files which have been previously assessed by the DAPA Scheme, through one or more of the MaPS Quality initiatives.
d. The full sample of files selected for assessment has been provided i.e., there are none missing.
e. The file reference numbers match against the reference numbers identified with the file sample list provided by the Scheme Administrator.
f. There is a clear indication on file where Technical Supervision has taken place
In addition to the sample of case files, Quality Managers should ensure that the Supply Chain Delivery Insight Form has been updated as appropriate and is also submitted for consideration at the same time as the file sample.

Note: Each assessment round must be treated as a standalone activity. The Scheme does not hold copies of document provided 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. This extends to Supply Chain Delivery Insight Forms and any Participant Organisation policies and procedures which support these. It is recommended that organisational policy documents are embedded in the Delivery Insight Form, to ensure that the most current versions are always available. 

	

	Void Assessments
	The Recipient Level DAPA programme does not provide for a void assessment outcome. It is therefore recommended that case files are checked centrally by the Recipient to confirm eligibility and submission contents, prior to sharing with the Scheme Administrator. Please refer to the Case File Submission Checklist to assist with this process.

If a case file is determined to be unsuitable for assessment after submission, the following actions will apply:

· The Scheme Administrator will select a replacement file from the original file list provided

· The Recipient will be asked to prepare the replacement file for submission, within a maximum period of 2 working days

	

	Pre-Assessment work required by the Recipient – 
	· Complete and return the Case File Sampling Tool identifying both supply chain members, and closed file activity for the specified assessment period
· Confirm agreement of the sample of case files 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 File Submission and Pre-Submission Checks section, to support this activity.
· Refresh individual Supply Chain Delivery Insight forms for each member of the supply chain and submit for consideration at the same time as submitting the case file sample for assessment. 

	

	Overview of Activities - Assessment – The Practicalities
	All case files 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, from the evidence contained within the case file 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 case files 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 file assessed. 

Assessment activity will conclude within a maximum period of 15 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 Recipient, 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. Upon conclusion of the assessment, both the assessment findings and the original case file 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 time period of 12 working days from completion of the assessment. 

	

	Post Assessment – Reporting on Findings
	Within 32 working days of file submission, the formal findings of the assessment process will be released.  These will be shared electronically with an appropriate password encryption with both the Recipient 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 file 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 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. They are likely to relate to case files 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 Recipient and MaPS as part of the QCR meeting.
Recipients will be required to return signed acceptance of the assessment findings within a maximum period of 15 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, Recipients 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
	Recipients will have an opportunity to discuss assessment findings with both the DAPA Scheme Administrator and the DAPA Assessor. This element of the assessment process is optional, and recipients 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 one hour in duration.
Where there are queries and clarifications relating to the technical findings of the assessment, Recipients 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 the DAPA Scheme Assessor with an opportunity to consider ahead of the meeting.  Unfortunately, the Scheme will not be able 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 Recipient will have a maximum period of 15 working days from receipt of assessment findings to submit a formal appeal. Please see the DAPA Scheme Representations and Appeals process for further detail. 
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Recipient Level DAPA Assessment 

Case File Preparation/Submission Checklist



Guidance: This checklist will assist you with preparing case files 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 file:



1. Contains advice relating to a debt matter.

1. Has resulted in advice being given to the client (as opposed to information or a referral).

1. Is a closed file, opened after 1st April 2019, and closed within the period determined by the assessment cycle.

1. Has not previously been assessed through one of the MaPS Quality Initiatives.

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 a case file as not eligible, please contact the Scheme Administrator who will agree an alternative file with you. 

File Contents:

Each file should clearly identity:

· The name of Participant Organisation within your supply chain.

· A unique file reference number

· Open and closure date.

· Classification of Advice Only or Casework.

· Clear identification of any relevant linked file submitted (where applicable).

· A clear indication that Technical Supervision/IFR has/has not taken place on the file



Documentation to be included within the case file should include as a minimum:



· Preliminary Client Profile, including Data Protection, Consent to store Special Category data, Authorisation to Act, Conflict of Interest Check, Complaints procedure, Equal Opportunities Monitoring, copy of the CIA or other tool, Client Agreement, Pre-Apt Debt Advice Pack (where utilised)

· Full set of Case Notes in a logical order and the supporting Information Sheet.

· Proof of debt and Creditor correspondence – incoming and outgoing correspondence.

· Budget Sheet and Standard Financial Statement.

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

· Confirmation of Advice (letter or factsheet) where applicable, including any advice that was given, any agreed action plan/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.

· 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 (these should be clearly marked).



Prior to submission of the agreed assessment sample, it is recommended that Recipient Quality Managers ensure:

a. Each file submitted for assessment is eligible for assessment i.e., contains evidence of debt advice.

b. Is a full and accurate summary of the advice given.

c. The agreed file does not include any files which have been previously assessed by the DAPA Scheme, through one or more of the MaPS Quality initiatives.

d. The full sample of files selected for assessment has been provided i.e., there are none missing.

e. The file reference numbers match against the reference numbers identified with the file sample list provided by the Scheme Administrator.

f. There is a clear indication on file where Technical Supervision has taken place



In addition to the sample of case files, Quality Managers should ensure that the Supply Chain Delivery Insight Form has been updated as appropriate and is also submitted for consideration at the same time as the file sample.
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Recipient Level DAPA Assessment Service Level Agreement 

		[bookmark: _Hlk15898018][bookmark: _Hlk514322255]Activity

		By Whom

		SLA Lead Time

(Working Days)





		

Pre- assessment





		1.

		Notice of assessment to Recipient 

		RE

		



		2.

		 Recipient to receive and verify closed file list from Participant, ensuring that all Participants are included in the return

		 Recipient

		5 w/days





		2a.

		Case File List and Participant List to be returned to RE

		 Recipient

		



		3.

		Case File Selection

		RE

		5 w/days





		4.

		File Sample confirmed as accepted



		 Recipient

		5 w/days





		5.

		Case File Submission

		Recipient



		15 w/days



		5a.

		Updated Supply Chain Delivery Insight Forms Submitted

		

		



		

Assessment





		6.

		DAPA Assessment Activity

Assessment findings submitted for Moderation

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

		DAPA Assessor

		15 days





		6a.

		Case files identified as ineligible for assessment replaced

		 Recipient

		2 days



		7.

		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

		12 days





		

Post Assessment





		8.

		Peer Assessment findings shared with Recipient and MAPS





		RE

		5 days





		8a.

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

		Recipient 

		3 days



		9.

		Feedback Meeting with Recipient (Optional)

		

Recipient

 



		

15 days





		10.

		DAPA Assessment findings report signed and returned to RE*

Signed report shared with MAPS Delivery Manager

*Deadline for submission of Appeal

		

		



		11.

		Electronic Case Files Destroyed

		RE

		3 days





		Representations Process (where applicable)





		10 (a)

		

Written Representations Submitted

		 Recipient

		As per Step 9

15 days



		10(b)

		Appeal considered by DAPA Scheme Technical Expert

Formal written response prepared 



		Technical Expert

		7 days





		10(c)

		Moderation of Representations response

Final report and assessment findings (amended as appropriate) shared with Recipient and MAPS Delivery Manager

		RE



		3 days





		10(d)

		DAPA Assessment findings report signed and returned to RE

Signed report shared with MAPS Delivery Manager



		Recipient

		5 days





	

Note: 

1.The Service Level Agreement will run to the hard deadlines stated.

2. Steps highlighted in grey are Participant/Lead Organisation activities and possible SLA failure points. The Scheme Administrator is under obligation to immediately report any service level failure directly to MaPS, as the failure occurs. 	

RLD Service Level Agreement v5 September 21
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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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Funded Recipient DAPA Assessment

Supply Chain Delivery Insight Form



		Name of Funding Recipient:



		Citizens Advice (MASDAP) / Debt Free London / East Midlands Money Advice (EMMA), Greater Merseyside Money Advice Partnership (GMMAP), Debt Free South West









		Name of Supply Chain Member (Participant Organisation):

		



		No. of MaPS funded Advisers Employed: 

		







Note: This form should capture key information regarding your service delivery model which influences the way case files are managed and information recorded. This form has been pre-populated based upon information provided at your recent DAPA assessment and should be verified for accuracy. 



		Service Delivery Model – Please provide an overview of your delivery model for advising clients: (The overview should address how the service is delivered, i.e. face to face, telephone, drop in clinics or appointment only, volunteer resource used etc)





		















































		Standard Advice Letter Templates - Please provide an overview of any standard advice letters that are routinely used which may not be included within the case file record, including how and when used i.e. Standard Fact Sheets, Preliminary Client Care Letter confirming role and boundaries of the service, Confirmation of Advice Letter template. Note: Where this information is not contained within the case file, a copy of each template should be provided with this form.



		













































		Organisational Codes/Terminology - Please identify any organisational codes, terminology or abbreviations used that are unique to your advice service and may be included within the case notes that the Assessor should be aware of.  Note: Please exclude all common acronyms e.g. DRO, LA





		









































		Local Practice - Please identify any local arrangements with Creditors and/or local Creditor policies which are specific to your region and may impact on the advice given to clients and the case record.   e.g. local council revenue, landlord eviction, enforcement agents, housing association rent arrears write offs etc. 



		









































		Changes Introduced as a result of Covid-19: Please summarise any changes introduced as a result of Covid-19 which have influenced the way advice is delivered following legislative changes e.g. the advice process, the client journey, case recording, local authority arrangements for Council Tax grants, etc





		



















		Changes Introduced as a result of Breathing Space: Please summarise any changes introduced as a result of the introduction of Breathing Space. This should include the way case files are managed i.e. are files kept open until the mid-term review has been completed. 





		



























		Approved Intermediary: Please identify if any individuals within the team are an approved DRO Intermediary:





		





















		Where referrals are made to the DRO unit in Durham, please provide an overview of the advice process up to the point of referral i.e. Full advice including credit report checks to ensure eligibility prior to referral. 



		



































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



Yes / No



If yes, please include a copy of your current policy here:





		Additional Information: Please capture any additional information which you feel may influence the assessment process. 



		





























Supporting Organisational Policies /Procedures / Templates:



Please provide copies of any organisation policies/templates which support the delivery of advice and which may not always be copied to the case file. Note. It is recommended that these documents are embedded into this form to ensure that we are able to access the most up to date versions at all times. 

Suggested examples include:



· Template Client Care Letter / Client Agreement

· Confidentiality / Data Protection / GDPR / Client Consent / Authorisation to act policies/templates

· Debt Advice Pack

· Safeguarding / Vulnerability policy





		Date Information Checked and Verified:
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