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	Participant Guidance and Overview Document

‘Triggered’ Technical Site Visit

	To be read in conjunction with
	· Triggered Technical Site Visit Service Level Agreement

· DAPA Scheme Criteria – Face to Face / Webchat / Telephone 

	

	Key Principles
	Note: At the present time, all Triggered Technical Site Visit activities are being completed remotely due to the impact of the Covid-19 pandemic.
· A Triggered Technical Site Visit is intended to be a one-off risk-based intervention. Further visits will only be scheduled if additional examples if ‘actual’ client detriment are identified.

· A sample of 10 files will be selected for the triggered visit

· The triggered visit must be completed within 20 working days of the detriment being reported

· 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 for each case file assessed

· 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. 

	

	Approach
	A Triggered Technical Site visit will be activated if ‘actual detriment’ is identified via one or more of the following:

· A case file assessed through the Recipient Level, Webchat or Telephone DAPA quality programme

· A case file assessed as part of a Technical Site Visit

· During Adviser Observations completed as part of a Technical Site Visit

· Technical Supervision activities undertaken by the Lead/Recipient Organisation and reported to MaPS Delivery Manager through the monthly MCR activities.

Notice of a Triggered Technical Site Visit will be sent directly to the Participant organisation with a copy to the Lead Organisation (where applicable). Participants will be required to provide a list of case files, closed within the preceding 3-month period, within a maximum period of 5 working days. This information should be returned directly to the DAPA Scheme Administrator.
A Pre-Visit Introductory Telephone Call will be scheduled between the Participant and a Technical Debt Assessor to discuss the logistical arrangements of the visit. During this call a date for the visit will be agreed with the Participant. The visit should take place within a maximum period of 20 working days from the instance of detriment being finalised or reported to MaPS in a Monthly Commissioning Report.  
A sample of 10 case files will be selected from the information provided by the Participant with a requirement for the file sample to be prepared for submission to the Scheme Administrator within a maximum period of 10 working days. When confirming the selected sample is suitable for assessment, Participants should consider the DAPA Scheme requirements, confirmed below in sections Case File Eligibility and Case File Submission and Pre-Submission Checks. Where appropriate, replacement case files will be reselected until a full sample is agreed.
The Technical Debt Assessor will complete approximately half of the case file assessments prior to attending the offices to complete the site visit, with the remainder completed on the day of the visit.  Where the schedule of activities allows, case file reviews can be conducted in the presence of the Adviser who managed the case. Participant Organisations should discuss this approach as part of the pre visit planning discussions.
Findings of the case file assessments will be subject to full moderation and internal quality assurance prior to release. Once finalised, findings will be shared with the Participant Organisation, the Lead/Funded Organisation (where applicable), and MaPS.
Upon receipt of the findings, Participants and Lead/Funded Organisations (where applicable) will be offered the opportunity for a post visit discussion. This is an optional activity which should take place within 5 working days of receiving the findings. If regarding a Participant organisation, the Lead/Funded Organisation will be encouraged to attend as appropriate.

Where further examples of detriment are identified as a result of the Triggered Technical Site Visit, the Lead/Funded Organisation will be responsible for developing an action plan in conjunction with the Participant and for on-going reporting to MaPS. A further Triggered Technical Site visit may be scheduled as appropriate. 

	

	Definition of Detriment
	The DAPA Scheme defines detriment as ‘damage, loss or harm’. 

The following are examples of actual client detriment. Please note this is not an exhaustive list.  

· The case record does not evidence the client was advised on enforcement agent’s rights of entry when the debt(s) were at enforcement stage

· There was no evidence the client was advised on switching bank accounts where the account was linked to a debt owed to the bank, particularly where that debt is included in an insolvency option

· The case record identified the potential of an unaffordable repayment arrangement with a priority creditor which is likely to lead to those arrangements being unsustainable (see CONC 8.5.3(1) and (2)). This includes where the client has a deficit budget and offers are made without any evidence of how the client is going to be able to make the payments i.e., how they are to be funded. The detriment is not the client defaulting as such, but the consequences to the client of defaulting in terms of the creditor’s likely or potential response(s), which will obviously depend on the circumstances of the case

· No evidence a qualifying debt was included in a Debt Relief Order application

· Evidence a client was wrongly advised they were liable for a debt with the result that they made arrangements to pay it

· A possible defence to a possession order was missed

· There is no evidence of advice when a client has rent or mortgage arrears and there is a threat of eviction
· Advice to suspend a Possession Order was not evidenced

· Advice to suspend a Warrant of Possession Order was not evidenced

· Incorrect income for a client on a DRO application. If the correct income was used, the client would not have been eligible for this solution. 

· No advice on the powers of Enforcement Agents where the client has a CCJ being enforced by the agent

· There was no evidence of advice on enforcement agents’ rights of entry, fees, goods they can take and process. It was noted that the recovery of client's CCJs was suspended, due to the COVID 19 Pandemic restrictions on enforcement, however the client needed to be advised on this for when the suspension of enforcement ends.

	

	Assessment Cycle
	A Triggered Technical Site Visit is intended to be a one-off risk-based intervention. Further visits will only be scheduled if additional examples of ‘actual’ client detriment are identified. 

	

	Multiple Offices 
	A Triggered Technical Site Visit will take place at a single office location. Where a Participant or Lead/Funded Organisation has more than one office, the most appropriate location for the visit will be discussed and agreed during the Pre-Visit Introductory Telephone Call.

	

	What is being measured? 


	The Triggered Technical Site Visit activity is a risk-based intervention, activated only when actual client detriment has been found in one or more case files assessed through the various MaPS quality initiatives. 
A larger than normal sample of files will be selected for consideration during the Triggered Technical Site Visit to enable the DAPA Scheme to understand if the previously observed detriment was an isolated incidence, or if there is a greater underlying issue that requires immediate attention.

All case files will be assessed against the DAPA Scheme criteria, at a level appropriate to the channel and level of advice given i.e., Advice only or Casework.


	

	Overview of Activities - Before the Visit
	The Participant Organisation will receive communications from the DAPA Scheme Administrator, giving the Participant or Lead/Funded Organisation (as applicable) notice that an additional site visit has been triggered. 
You will be required to provide a list of closed case files, closed within the preceding 3-month period, prior to the notice being issued. This information will be used as the basis for selecting and agreeing a sample of cases for the assessment and should be captured within the Case File Sampling Tool that will be provided with your notice of visit. 

The site visit activity must take place within a maximum period of 20 working days from the instance of detriment being finalised by the Scheme or, reported to MaPS through the Monthly Commissioning Report (MCR). The Technical Debt Assessor will attempt to accommodate any specific requests e.g., a specific day or date. Where the Participant or Lead/Funded Organisation feels there is an appropriate reason as to why the visit needs to be delayed, a formal request should be made to the DAPA Scheme Administrator via peerreview@recognisingexcellence.co.uk. All requests will be considered; however, it should be noted that triggered site visits will only be delayed in extreme circumstances.
 Following the receipt of the communication, the Participant or Lead/Funded Organisation will liaise with the Technical Debt Assessor and complete the activities listed in ‘Pre-Visit Work required by the Participant’.  The Participant or Lead/Funded Organisation will need to respond to the communications within the timeframes set out in the Service Level Agreement, summarised below in ‘Approach’.                                

	

	Case File Selection
	A sample of 10 case files will be chosen at random from the information provided within the Case File Sampling Tool. The sample of files selected for assessment will only include files closed in the three months prior to the visit with a preference for the most recently closed cases to be considered to ensure the end-to-end debt advice process can be considered. In addition, and where possible, all case files should have been subject to Technical Supervision.
Once the sample has been drawn, the Scheme Administrator will provide notification of the selection and seek confirmation of the appropriateness to proceed with the files chosen. The sample should be reviewed and confirmation of agreement to proceed provided within 3 working days. If one or more files within the initial selection are not deemed as eligible, Participants should contact the Scheme Administrator to discuss the concerns. Where it is considered appropriate to do so, a new sample will be drawn. 
Note: Case files provided for assessment should not have been previously assessed via the MaPS programme of quality initiatives.  
Case files should be submitted for assessment in electronic format. 

	

	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 last 3 months, and preferably more recently than this

d) Have not been subject to any prior assessment by the DAPA Scheme

	

	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. 

It is the responsibility of the Lead/Funded Organisation 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. 
File Contents:

Each file should clearly identify:

· Name of Participating Organisation
· The name of Adviser.
· A unique file reference number.
· Open and closure date.

· Classification of Advice Only or Casework.

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

· A clear indication that Technical Supervision 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).

	

	Overview of Activities – 
The Visit and Case File Reviews
	The Technical Debt Assessor will assess a sample of 10 case files, randomly selected from the list of closed files provided in advance of the visit. The random selection may result in files from the same adviser being selected.

The criteria for reviewing case files are based upon the MaPS DAPA Scheme. The Technical Debt Assessor will use the appropriate channel and level of criteria when reviewing files based on whether the files are casework or advice only. 

All case files assessed will be scored using the DAPA Scheme percentage scoring approach. A formal write up will be prepared for each case file assessed. 

Approximately half of the file sample will be assessed off site, with the remainder completed on the day of the visit. Where the schedule of activities allows, case file reviews can be conducted in the presence of the Adviser who managed the case. Participant or Lead/Funded Organisations should discuss this approach as part of the pre visit planning discussions. 
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 will continue as normal.

	

	Overview of Activities – 

The Visit - 

Feedback Session
	At the end of the Triggered Technical Site Visit, each Participant or Lead/Funded Organisation will be provided with an opportunity to give and receive feedback on the initial findings. The session provides an opportunity for examples of good practice to be highlighted, to discuss areas that have been identified as needing improvement and to ensure that all relevant information is recorded. Where further detriment has been identified, this will be discussed in detail. Where further examples of detriment are identified (actual) through the assessment findings, and the reason for the detriment is deemed as different to the original issue, a further Triggered Technical Site Visit (TTSV) intervention will be scheduled for the Participant Organisation concerned.
Where possible, comparisons will be drawn between previous DAPA Scheme findings, identified through Technical Site Visits, Recipient Level DAPA, Webchat DAPA or Telephone DAPA (as appropriate).
The feedback session should be attended by the representative of the Participant and/or Lead/Funded Organisation that is responsible for quality. An overview of the discussions during this meeting will be recorded by the Technical Debt Assessor and included in the report. If regarding a Participant Organisation, where possible, the Quality Manager from the Lead/Funded Organisation will also attend the feedback session. 

	

	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 case files 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 8 working days from completion of the site visit.
 

	

	Pre-visit work required by the Participant Organisation – How to Prepare for a Triggered Technical Site Visit
	· Provide a list of case files closed within the proceeding 3-month period using the Excel Case File Sample Tool provided

· Participate in a Pre-Visit Introductory Telephone Call with the Technical Debt Assessor to identify and agree an appropriate date for the visit
· Confirm agreement of the sample of cases selected for assessment, ensuring that they are each ‘eligible’ for assessment by the DAPA Scheme.

· Prepare the sample of 10 cases for electronic submission, with consideration to the requirements identified in the Case File Submission and Pre-Submission Checks section, to support this activity

	

	Post-visit comms/follow up - 

Reporting of Findings
	Within 10 working days of the Triggered Technical Site Visit the Participant Organisation (where applicable), the Lead/Funded Organisation and MaPS will receive a copy of the formal written report. 

The formal report write-up will comprise:
· Summary report of activities completed during the visit and high-level findings

· Detailed findings of client detriment identified (where appropriate)

· Formal case write-up and score for each case file assessed

Where it is appropriate to do so, comparisons will be drawn between previous DAPA Scheme findings, identified through Technical Site Visits, Recipient Level DAPA, Webchat DAPA or Telephone DAPA
All written reports will identify examples of good practice where these were noted. In addition, the reports will summarise any Areas of Concern, Areas for Development and Areas for Improvement which have been identified. 

Urgent remedial action may be requested as a result of the case file 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 the Participant or Funded Organisation to re-engage with the client in those examples where it is felt that the client’s circumstances could be improved through further advice from the service.  

Urgent remedial action reporting will be managed via the Lead/Funded Organisation and MaPS.

Participant Organisations will be provided with an opportunity for a follow up telephone call to discuss any clarifications required from the visit write up.
Where further examples of detriment have been identified (actual) through the assessment findings, these will be reported to MaPS. 

	

	Post-visit comms/follow up – 

MaPS and Lead Organisations


	Where follow up actions have been identified, this will be reviewed at the following Quarterly Commissioning Report (QCR) / Monthly Commissioning Report (MCR) meetings.
Where the Technical Debt Assessor has identified that detriment to the client has occurred, the review will focus on how the action plan has addressed the detriment.

QCR/MCR meetings will also cover training needs, learning opportunities, and identified good practice.

Where client detriment has been identified, a further Triggered Technical Site Visit will be scheduled as appropriate.
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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 
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Casework

		DAPA SCHEME CRITERIA FORM - CASEWORK





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

		Organisational Policy:														NOT MET

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

		1.2 The process of providing authority to act on behalf of the client explained and form of authority completed. A copy of the authority should be maintained within the case record.														N/A

		1.3 Client consent to share 'Special Category' data has been completed and is evidenced on file 				

		1.4 Check for potential conflict(s) of interest carried out				

		1.5 Complaints procedure explained and/or supplied to client and confirmed in writing  				

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

		1.7 Equalities monitoring carried out 				

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

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

		1.10 Common Initial Assessment fully complete and present on file				

		Outcome of this Stage:				No Implications for scoring 		"



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

		Essential Criteria:

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

		·       immigration status				

		·       housing tenure				

		·       employment/self-employment status				

		·       dependants and non-dependants				

		·       health or disability issues 				

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

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

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

		2.1d)  Reasons for financial difficulties/whether temporary established				

		2.1e)  Key dates and time limits identified				

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

		2.1g)  Possible assets explored				

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

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

		Good Practice:

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

		Good Practice:

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

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

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

		Good Practice:

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

		Outcome of this Stage:						"

						

		7.     Explore Options						Peer Assessors Comments:

		Essential Criteria:

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

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

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

		7.4 Advice given is:

		7.4a) accurate and legally correct				

		7.4b) comprehensive				

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

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

		7.4e) timely				

		7.4f) appropriate to the client's individual situation				

		7.4g) appropriate to the level of the problem				

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

		Areas to be considered include:				

		7.5b) advantages/disadvantages				

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

		7.5d) any eligibility criteria				

		7.5e) debts covered by that option				

		7.5f) any costs involved				

		7.5g) likelihood of acceptance				

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

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

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

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

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

		7.7c) Debts covered by Breathing Space				

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

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

		7.7f) Advice given on Breathing Space is comprehensive				

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

		7.7h) Consequences of Breathing Space advised to the client				

		Good Practice:

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

		Good Practice:

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

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

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

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

		Good Practice:

		10.10 Sign-posting information provided appropriately				

		10.11 Debt payment methods explained (where applicable)				

		Outcome of this Stage:						"

						

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

		Essential Criteria:

		11.1 Case records should demonstrate:

		11.1a) appropriate information sources were referred to (where necessary)				

		11.1b) concise, informative, easy to read and follow, set out in a systematic way and recorded in a timely manner				

		11.1c) client kept informed and copied into correspondence as appropriate				

		11.1d) outcome(s) of enquiry noted (where known)				

		11.1e) where appropriate, client told to let adviser known about any relevant change of circumstances				

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

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

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

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

		11.6a) Client informed where no further action to be taken by agency e.g. case closed				

		11.6b) Appropriate attempts at contact have been made in situations where client has disengaged from the service				

		11.6c) Outcome of the case has been confirmed to the client				

		11.6d) Client has been invited to return to the agency for further advice as required and/or if their circumstances change				

		11.6e) Original documentation provided has been returned to the client				

		Outcome of this Stage:						"

						

		Area of Concern Identified



		MET		0

		NOT MET		0

		DETRIMENTAL		0

		TOTAL		

		% Score		

		Area of Concern		

		Overall Score		ERROR:#VALUE!

















		Met/ Not Met/ Detrimental  		0

		N/A		0

		Total (88)		0









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




Advice Only

		DAPA SCHEME CRITERIA FORM - ADVICE ONLY





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

		Organisational Policy:														NOT MET

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

		1.2 The process of providing authority to act on behalf of the client explained and form of authority completed, where appropriate. A copy of the authority should be maintained within the case record														N/A

		1.3 Client consent to share 'Special Category' data has been completed and is evidenced on file 				

		1.4 Check for potential conflict(s) of interest carried out				

		1.5 Complaints procedure explained and/or supplied to client and confirmed in writing  				

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

		1.7 Equalities monitoring carried out 				

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

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

		1.10 Common Initial Assessment fully complete and present on file				

		Outcome of this Stage:				No Implications for scoring 		"



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

		Essential Criteria:

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

		·       immigration status				

		·       housing tenure				

		·       employment/self-employment status				

		·       dependants and non-dependants				

		·       health or disability issues 				

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

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

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

		2.1d)  Reasons for financial difficulties/whether temporary established				

		2.1e)  Key dates and time limits identified				

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

		2.1g)  Possible assets explored				

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

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

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

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

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

		Good Practice:

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

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

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

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

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

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

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

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

		3.6a) stage of enforcement action established				

		3.6b) offers to priority creditors are realistic and sustainable				

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

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

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

		3.8 Advice given is:

		3.8a) accurate and legally correct				

		3.8b) comprehensive				

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

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

		3.8e) timely				

		3.8f) appropriate to the client's individual situation				

		3.8g) appropriate to the level of the problem				

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

		Areas to be considered include:				

		3.9b) advantages/disadvantages				

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

		3.9d) any eligibility criteria				

		3.9e) debts covered by that option				

		3.9f) any costs involved				

		3.9g) likelihood of acceptance				

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

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

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

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

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

		3.11c) Debts covered by Breathing Space				

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

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

		3.11f) Advice given on Breathing Space is comprehensive				

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

		3.11h) Consequences of Breathing Space advised to the client				

		Good Practice:

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

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

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

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

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

		Good Practice:

		4.7 Sign-posting information provided appropriately				

		4.8 Debt payment methods explained (where applicable)				

		Outcome of this Stage:						"

						

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

		Essential Criteria:

		5.1  Case records should demonstrate:

		5.1a) appropriate information sources were referred to (where necessary)				

		5.1b) concise, informative, easy to read and follow, set out in a systematic way and recorded in a timely manner				

		5.1c) outcome(s) of enquiry noted (where known) and any original documentation returned to the client				

		5.1d) Copies of any relevant documents made and kept with case record to ensure the case file is a full and accurate record of the clients matter e.g. proof of income, bank statements, creditor letters/statements (proof of debt), applications made on behalf of the client, Court documentation (where relevant)				

		Outcome of this Stage:						"

						

		Area of Concern Identified		YES



		MET		0

		NOT MET		0

		DETRIMENTAL		0

		TOTAL		

		% Score		

		Area of Concern 		-20%

		Overall Score		ERROR:#VALUE!



















		Met/ Not Met/ Detrimental  		0

		N/A		0

		Total (72)		0



ORGANISATION NAME INDIVIDUAL REPORT MONTH YEAR 
ADVISER: Name of Adviser 
FILE REFERENCE: Insert File Reference
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DAPA ‘Triggered’ Technical Site Visit Service Level Agreement


		

		Activity

		Action to be Taken by

		SLA Lead Time (Working Days)



		1.

		Detriment identified 


( via either RE DAPA Assessment activity or MaPS MCR Reporting)

		RE to MaPS 

or


MaPS to RE

		



		1a.

		Detriment occurrence verified with Lead/Funded Organisation 

(where reported via MCR only)

		RE

		1 day



		2.

		Notification of ‘Triggered’ Technical Site Visit Activity sent to Lead/Funded Organisation and Participant Organisation (where applicable)

		RE

		2 days

(Assessment SLA starts at this point onwards)



		3.

		Case file list closed within last 3 months provided

		Lead/Funded Organisation or where applicable, Participant

		5 days



		4.

		Pre-Visit Introductory call with Participant 

		Technical Debt Assessor

		Prior to file submission



		5.

		Case File Sample Selected

		RE

		2 days



		5a.

		File Sample Agreed




		Lead/Funded Organisation or where applicable, Participant

		3 days



		6.

		Case File Submission

		Lead/Funded Organisation or where applicable, Participant

		7 days



		6a.

		Suitability for assessment checks completed and confirmed to all

		Technical Debt Assessor



		5 days



		7. 

		Triggered’ Technical Site Visit Assessment Completed

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

		

		



		8.

		Moderation Activity


a) Technical findings and assessment score


b) Summary report findings


c) Urgent action identified as appropriate

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

		RE

		3 days



		12.

		Final Stage Moderation (Tone and Balance)  


Assessment Findings Released 

		RE

		1 day



		12a.

		Final detriment findings reported to MaPS as appropriate

		RE

		



		13.

		Optional Post Activity Feedback Discussion

		Lead/Funded Organisation and where applicable, Participant

		5 days



		14.

		Sign and return of Assessment Summary Report and Urgent Remedial Action Reporting as appropriate

		

		



		15.

		Case Files Destroyed

		RE

		3 days





Note: 

The SLA timescales as set out above reflect the current remote assessment approach in place due to the impact of the Covid-19 pandemic. Adjustments will be made to the SLA timings once site based activities have resumed to ensure that assessment activities are completed within a maximum period of 20 working days from the detriment findings being finalised. 


1. Assessment activity must be completed within 20 working days of detriment being identified.


2. The Service Level Agreement is likely to be more fluid than the approach taken by other MaPS quality initiatives. Progress through the various stages of the SLA will be activated as soon as the previous step has been completed.


3. 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
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Telephone Casework

		DAPA SCHEME CRITERIA FORM - TELEPHONE - CASEWORK





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

		Organisational Policy:														NOT MET

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

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

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

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

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

		1.6 Equalities monitoring carried out 				

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

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

		1.9 Common Initial Assessment fully complete and present on file				

		Outcome of this Stage:				No Implications for scoring 		"



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

		Essential Criteria:

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

		·       immigration status				

		·       housing tenure				

		·       employment/self-employment status				

		·       dependants and non-dependants				

		·       health or disability issues 				

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

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

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

		2.1d)  Reasons for financial difficulties/whether temporary established				

		2.1e)  Key dates and time limits identified				

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

		2.1g)  Possible assets explored				

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

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

		Good Practice:

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

		Good Practice:

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

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

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

		Good Practice:

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

		Outcome of this Stage:						"

						

		7.     Explore Options						Peer Assessors Comments:

		Essential Criteria:

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

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

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

		7.4 Advice given is:

		7.4a) accurate and legally correct				

		7.4b) comprehensive				

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

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

		7.4e) timely				

		7.4f) appropriate to the client's individual situation				

		7.4g) appropriate to the level of the problem				

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

		Areas to be considered include:				

		7.5b) advantages/disadvantages				

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

		7.5d) any eligibility criteria				

		7.5e) debts covered by that option				

		7.5f) any costs involved				

		7.5g) likelihood of acceptance				

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

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

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

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

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

		7.7c) Debts covered by Breathing Space

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

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

		7.7f) Advice given on Breathing Space is comprehensive

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

		7.7h) Consequences of Breathing Space advised to the client				

		Good Practice:

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

		Good Practice:

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

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

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

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

		Good Practice:

		10.10 Sign-posting information provided appropriately				

		10.11 Debt payment methods explained (where applicable)				

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

		11.2 Client provided with opportunity to ask follow-up questions

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

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

		11.5 Case records should demonstrate:

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

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

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

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

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

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

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

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

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

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

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

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

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

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

		Outcome of this Stage:						"

						

		Area of Concern Identified



		MET		0

		NOT MET		0

		DETRIMENTAL		0

		TOTAL		

		% Score		

		Area of Concern		

		Overall Score		ERROR:#VALUE!

















		Met/ Not Met/ Detrimental  		0

		N/A		0

		Total (81)		0
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Telephone Advice Only

		DAPA SCHEME CRITERIA FORM - TELEPHONE ADVICE ONLY





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

		Organisational Policy:														NOT MET

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

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

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

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

		1.5 Equalities monitoring carried out 				

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

		1.7 Confidentiality and data protection arrangements explained 				

		1.8 Common Initial Assessment fully complete and present on file				

		Outcome of this Stage:				No Implications for scoring 		"



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

		Essential Criteria:

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

		·       immigration status				

		·       housing tenure				

		·       employment/self-employment status				

		·       dependants and non-dependants				

		·       health or disability issues 				

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

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

		2.1d)  Reasons for financial difficulties/whether temporary established				

		2.1e)  Key dates and time limits identified				

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

		2.1g)  Possible assets explored				

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

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

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

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

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

		Good Practice:

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

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

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

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

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

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

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

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

		3.6a) stage of enforcement action established				

		3.6b) offers to priority creditors are realistic and sustainable				

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

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

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

		3.8 Advice given is:

		3.8a) accurate and legally correct				

		3.8b) comprehensive				

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

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

		3.8e) timely				

		3.8f) appropriate to the client's individual situation				

		3.8g) appropriate to the level of the problem				

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

		Areas to be considered includes:				

		3.9b) advantages/disadvantages				

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

		3.9d) any eligibility criteria				

		3.9e) debts covered by that option				

		3.9f) any costs involved				

		3.9g) likelihood of acceptance				

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

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

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

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

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

		3.11c) Debts covered by Breathing Space				

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

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

		3.11f) Advice given on Breathing Space is comprehensive				

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

		3.11h) Consequences of Breathing Space advised to the client				

		Good Practice:

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

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

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

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

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

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

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

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

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

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

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

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

		Good Practice:

		4.7 Sign-posting information provided appropriately

		4.8 Debt payment methods explained (where applicable)

		Outcome of this Stage:						"

						

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

		Essential Criteria:

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

		5.2  Case records should demonstrate:

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

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

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

		5.3 Client provided with opportunity to ask follow-up questions

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

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

		Outcome of this Stage:						"

						

		Area of Concern Identified		YES



		MET		0

		NOT MET		0

		DETRIMENTAL		0

		TOTAL		

		% Score		

		Area of Concern 		-20%

		Overall Score		ERROR:#VALUE!



















		Met/ Not Met/ Detrimental  		0

		N/A		0

		Total (64)		0
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Recipient 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:

1. Name of Participating Organisation.

1. The name of Adviser.

1. A unique file reference number.

1. Open and closure date.

1. Classification of Advice Only or Casework.

1. Identification of any relevant linked file submitted (where applicable).

1. A clear indication that Technical Supervision 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).
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