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	Participant Guidance and Overview Document
Technical Site Visit

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

· DAPA Scheme Criteria – Face to Face 

· Technical Site Visit Observation Form

	

	Goal
	The Technical Site Visit seeks to provide an up to date snapshot of the quality of advice provision using the same criteria as in the Money and Pensions Service (MaPS) Debt Advice Peer Assessment (DAPA) Scheme. File reviews and observations of Debt Advisers conducting client appointments will provide a real time view on the quality of advice being delivered and help identify good practice, areas for improvement and wider topics to consider for training. 
To achieve the goal, we ask that Participant Organisations do not instruct Debt Advisers to behave, or conduct client interviews, any differently than they normally would.


	

	Approach
	Prior to each Technical Site Visit, the Participant Organisation will be contacted in line with the MaPS requirements.
At the point of initial contact, the Participant Organisation will be provided with a Pre-Visit Questionnaire. The Pre-Visit Questionnaire should be completed and returned to the DAPA Scheme Administrator with a list of case files closed within the last 3 months. This should be actioned within a maximum time period of 10 working days. 
In the hope of minimising disruption to the service run by the Participant Organisation, an introductory planning call will be scheduled with the Technical Debt Assessor to discuss the logistical arrangements of the visit upon receipt of the completed Pre-Visit Questionnaire. A schedule of activities will be finalised as part of this discussion. 
The Technical Site Visit will take place within one month following receipt of the Pre-Visit Questionnaire. Consideration will be given to the delivery model, size of the service, adviser numbers and likely volumes of clients for appointments/drop in when determining the schedule of activity. 
The Technical Debt Assessor will determine with the Participant Organisations a range of activities to ensure they can view the whole client journey including the end to end debt advice process. 
Where Participant Organisations are unable to provide direct access into a CRM system on the day of the visit, 5 cases files will be selected in advance from the list provided by the Participant Organisation, to enable these to be prepared in readiness for the site visit. 

	

	Assessment Cycle
	Each MaPS funded participant will be scheduled for a Technical Site visit at least annually.   Where client detriment (actual) is identified, additional visits may be scheduled. Please refer to the DAPA Scheme principles document for further guidance and the Scheme’s definition of client detriment. 

	

	Multiple Sites
	A Technical Site Visit will take place at a single office location.  Where Participants operate across several sites, the Technical Debt Assessor will discuss, as part of the Pre-Visit Introductory call, the most appropriate office to visit. 

	

	What is being measured? 


	Closed case files will be reviewed for:

· Accurate, timely and tailored advice. The Technical Debt Assessor will use the criteria from the DAPA Scheme, Advice only or Casework as appropriate. 
· Clear recording of deadlines and relevant events. 
Client appointments/Interviews will be observed for:

· Clear exploration of the client’s circumstances, 

· Clear explanation of all relevant options,
· Clear explanation of the actions required by the client and the adviser. 

	

	Overview of Activities - Before the Visit
	Prior to the visit, the Participant Organisation will receive communications from the DAPA Scheme Administrator, giving the Participant Organisation about a month notice of the visit, as explained in the Approach section.. 
The Technical Debt Assessor will attempt to accommodate any specific requests e.g. a specific day or date. Where the Participant 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 site visits will only be delayed in extreme circumstances.
You will be required to complete and return the Pre-Visit Questionnaire and provide a list of closed case files, closed within the preceding 3-month period. 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. 

  Following the receipt of the communication, the Participant Organisation will liaise
  with the Technical Debt Assessor and complete the activities listed in ‘Pre-Visit Work
  required by the Participant’.  The Participant Organisation will need to respond to the

  communications within the timeframes set out in the ‘Approach’.                                

	

	Case File Selection
	Where Participant Organisations are unable to provide direct access into an appropriate case management system, case files will be selected in advance of the site visit, to provide sufficient time for the files to  be collated in readiness for the site visit. 

A sample of 5 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. 
Note: Case file provided for assessment should not have been previously assessed via the MaPS programme of quality initiatives.  
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. In the event that 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. 

Where direct access into a case management system is permitted, a sample of files will be chosen at random on the day of the visit. 

	

	Case File Eligibility and Preparation Checks
	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, and
d) have not been subject to any prior assessment by the DAPA Scheme.
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. 
· 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.

Case notes from any appropriate Linked File (these should be clearly marked).

	

	Pre-visit work required by the Participant Organisation – How to Prepare for a Technical Site Visit


	· Complete and return the Pre-Visit Questionnaire.

· Provide list of closed cases in previous 3-month period using the Excel template provided.
· Preparation of case files in advance of visit once selected by the DAPA Scheme Administrator (only where direct access into the case management system is not granted).

· Planning and booking appointments across a mix of Debt Advisers to ensure the Technical Debt Assessor can view the complete client journey at the Participant Organisation. (Participant Organisations may consider it appropriate to ring the client in advance of their appointment, to confirm their consent for the Technical Debt Assessor to observe the appointment).

· Identification of diarised sessions on the day, if appropriate.

	

	Overview of Activities –

The Visit -  
Briefing Session
	At the start of the visit, the Technical Debt Assessor will facilitate a briefing session to introduce themselves to the Participant’s representatives (this could be the Manager, Supervisor or Senior Adviser). During the Briefing Session, the Technical Debt Assessor will outline the schedule for the day, provide an overview of how the client appointments/advice sessions and files will be assessed. Any issues/queries identified from the Pre-Visit Questionnaire will also be discussed.

	

	Overview of Activities - 

 The Visit  - 
Observations of Client Appointments


	The Technical Debt Assessor will observe several client appointments ideally across all Debt Advisers delivering MaPS funded debt advice. The number of appointments will vary depending on the delivery model of the Participant Organisation. The expectation is the total  number of appointments completed will provide the Technical Debt Assessor the insight required of the client journey. 

During the observation,  the Technical Debt Assessor will record their findings on the Technical Site Visit Observation Form. If the Technical Debt Assessor observes the adviser causing client detriment either through the advice being provided or through not providing advice, the Technical Debt Assessor will raise this with the Participant Organisation in the Feedback Session. The Technical Debt Assessor will accompany the adviser whenever they leave the interview space.

If the Technical Debt Assessor believes the interview is taking too long, then they will be able to leave the interview the next time the adviser leaves the interview space.

Note: If no appointments take place during the visit, either due ‘no shows’ or clients not consenting to the Technical Debt Assessor observing their appointment, a further Technical Site Visit will be scheduled with a minimum of 4 weeks’ notice but may be arranged at shorter notice by mutual agreement.  

	

	Overview of Activities – 

The Visit -  

Case File Reviews
	The Technical Debt Assessor will complete file reviews which they will randomly select 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.

Files selected for review will only include files closed in the three months prior to the visit. Case files can be reviewed either in hard copy or digital format. Where case files are to be provided in hard copy, a total of 5 files will be identified in advance of the visit, to enable the files to be prepared and ready on the day. 
Note: No case files previously assessed under the DAPA Scheme should be put forward for assessment for a second time. 
The Technical Debt Assessor will use different criteria when reviewing files based on whether the files are casework or advice only. The criteria for reviewing case files is based upon the MaPS DAPA Scheme. 

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. 

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. (Please see Approach section above).

	

	Overview of Activities – 

The Visit - 
Feedback Session
	At the end of the Technical Site Visit, each Participant 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. 

Comparisons will be made between the findings of the file reviews completed and observed client appointments. Where possible, comparison will also be drawn between previous DAPA Scheme findings, identified through Participant Level DAPA or Recipient Level DAPA.

The feedback session should be attended by the representatives of the Participant that attended the briefing session. The feedback will be recorded by the Technical Debt Assessor and included in the report. Where possible, the Quality Manager from the Lead 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 visit, written findings of both the completed case files and the observed client appointments 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 and quality assurance activities will be concluded within a maximum time period of 8 working days from completion of the site visit.

	

	Post-visit comms/follow up - 

Reporting of Findings
	Within 10 working days of the Technical Site Visit, the Participant Organisation, their Lead Organisation and MaPS will receive a copy of the formal report. 

The report will comprise of:

· A summary report of activities completed during the visit and high-level findings,
· A formal case write-up and score for each case file assessed, and
· A formal observation write-up for each client appointment observed.
Case files will be scored using the DAPA Scheme percentage scoring approach.  Observed client appointments will not be scored. 

Where it is appropriate to do so, comparisons will be made between the findings of the file reviews and observed client appointments, and where applicable, against the findings of previous Participant Level DAPA or Recipient Level DAPA activities. Any comparisons made will be noted within the Summary of Activity Report. 

All reports will identify examples of good practice where these were noted. In addition, the reports will summarise where Areas of Concern, and Areas for Improvement have been identified. 

Where detriment has been identified (actual) either through the observation of client appointments and/or file review process, a Triggered Technical Site Visit intervention will be scheduled. 

Participant Organisations will be provided with an opportunity for a follow up telephone call to discuss any clarifications required from the visit  report.

	

	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.
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