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Introduction and Overview
Thank you for your interest in submitting your Standard / Membership Code for assessment and accreditation against the Money and Pensions Service Quality Framework for Organisations.
This document contains details of:

· the application process for assessment against the MaPS Quality Framework

· essential criteria for making a successful application 
· guidance on how the application form and supporting evidence should be completed and compiled
Glossary of Terms

Accredited Standard
Third Party Standard and / or Membership Code accredited against the Money 
and Pensions Service Quality Framework

MaPS


The Money and Pensions Service

Quality Framework
The Money and Pensions Service Quality Framework

RE


Recognising Excellence 
Background
The Money and Pensions Service (MaPS) Quality Framework was introduced in 2013 in order to raise the quality and consistency of debt advice across the UK. Providing a single baseline mechanism to quality assurance, the framework enables standards, membership codes, and training and qualifications in use across the debt advice sector to become accredited by MaPS.  The Framework comprises two interlinked and essential parts – the ‘organisational’ quality framework and the ‘individual’ quality framework, which together form the overall approach to assure the high quality delivery of a debt advice service. Please refer to the Money and Pensions Service Debt Advice Quality Framework for more details. 
https://www.moneyadviceservice.org.uk/en/corporate/raising-standards
This application process supports the first element of the Quality Framework at ‘Organisational’ level. Defined under three high level areas of quality: Meeting Clients’ Needs; Well Governed; A Learning Organisation, the requirements of the Organisational Framework provide the foundation for raising both quality and consistency in the delivery of debt advice through the standards and quality systems that organisations adhere to.  The framework covers organisational systems, governance, adviser skills and competence and outcomes for clients.

In addition to assessing alignment against the Money and Pensions Service Quality Framework for Organisations, the assessment process also considers the frequency, rigour and measures of the third party assessment process.  Therefore, supplementary to Quality Framework for Organisations assessment criteria, the mapping exercise undertaken on behalf of the Money and Pensions Service will extend to frequency of the accreditation cycle, delivery mechanisms, assessment of advice, guidance to applicant organisations, the use of Assessors and related Assessor guidance, and finally, reporting protocols.   These will be assessed with equal importance to the criteria of the MaPS Quality Framework for Organisations. 

Holding a quality standard or membership code that is accredited to the MaPS Quality Framework is compulsory for those organisations that are grant funded by MaPS.  It is further recommended to non funded agencies as an independent measure of quality assurance and consistency, and to gain entry for free to client services into the MaPS debt advice locator tool. 

The Quality Framework for Organisations invites applications from Third Party Standards and /or Membership Codes that are relevant across the debt advice sector to apply for accreditation. The Assessor team will determine whether each Standard or Code, its assessment process and the Terms of Reference used by its Assessors and clients fully align to the requirements of the MaPS Quality Framework. Our team of independent Assessors will determine whether the requirements of Third Party Standards and Membership Codes meet the MaPS Quality Framework criteria or if further development is required before the Standard / Membership Code can be awarded accreditation.

Appointed Assessment and Mapping Organisation
The Money and Pensions Service has appointed Recognising Excellence as its assessment body.

All application submissions or application enquiries should be made to:

Lucie Rainford:
Helpline:  07934 299 667
lucie.rainford@recognisingexcellence.co.uk
All application documentation is available to download from the Recognising Excellence website.
Requirements and Procedures

1. Applications can not be processed unless all supporting information is received with the completed application form.

2. Completed applications will be sent to the specialist team of Assessors for assessment and mapping. Interim findings along with a draft report will be shared with you prior to a final recommendation being made. 
3. Your application, requirements of the Standard / Membership code, and supporting assessment and Assessor documentation will be treated as confidential by us and/or anyone requested to assess the materials.

4. It is essential that we have access to any Terms of Reference, guidance and templates utilised by your assessing team that assist with the delivery of your assessment process. 

5. Submissions via email, Microsoft OneDrive and Drop Box are the preferred.  
6. There is no requirement for an on-site intervention as part of this assessment process however there will be opportunities for 1:1 interaction between the Assessor and the applicant. 

Cost of Assessment

The full cost of the application and assessment process against the Quality Framework for Organisations will be  borne by the MaPS.  This policy applies to all new and resubmitted applications and no charges will be incurred by you as the applicant organisation.  It will be at the discretion of the MaPS  to apply a charge for any resubmitted applications where the time period lapsed falls outside of those detailed in the Service Level table below and may require full reassessment. 
Service Level Agreement

RE commit to working within the parameters identified below to ensure that your application is turned around as quickly as possible:

	Application Stage 
	Turnaround Time (working days)

	Application received and first stage check completed
	2 

	1:1 between Applicant and Contract Manager (subject to applicant availability)
	2 

	Allocation to Assessor 
	2 

	Assessor and Applicant 1:1 (subject to applicant availability)
	5 

	Initial Assessment completed and interim findings shared
	15 

	Assessor to finalise report and submit to RE for moderation
	5 

	RE to undertake moderation activity
	5 

	Final report and recommendation shared with MaPS 
	2 

	Applicant to receive final report
	2

	Variation of timeframes where assessment decision is Referred / Not Met

	Missing documentation omitted from initial application (content exists)
	5 

	Minor adjustments required to content
	Up to 90 (3 months)

	Major adjustments / re draft content
	Up to 180 (6 months)

	Assessors will review re-submitted/re-drafted content within 5 working days of receipt.  Timescales should be viewed as a maximum and provide for Third Party internal sign off procedures


Attaining Accreditation from Money and Pensions Service
The application process and assessment stages
The application process extends through several stages. Each of the stages is explained in this section:
Making an Application for Accreditation
Third Party Standard / Membership Codes owners will be required to submit a completed Application Form. and submit to RE.  Supporting documentation may be provided through an online portal or via ‘drop box’ facilities, and via email.  Please ensure instructions of how materials are included within your completed application. The contact details for providing an application are provided above.  
The application form requests basic details including address, contact numbers and the identity of the organisation’s main point of contact.  It is essential this individual is someone with sufficient knowledge and seniority to be able to manage the assessment process on behalf of the applicant and answer any queries from either Recognising Excellence or the appointed Assessor. 

The application form must contain sufficient depth, supported by additional documentation (third party assessment criteria and Assessor protocols) to enable the assessment and mapping activity to commence. Any missing or incomplete documentation may result in a delay in our ability to process your application within the terms of our Service Level Agreement.  

The submitted application must include as a minimum:

· The completed Application Form

· The completed Self Assessment Checklist

· Copy of the Quality Standard / Membership Code criteria

· Copy of any organisational guidance / publications to support third party applicants

· Copy of any Assessor Terms of Reference / guidance

· Copy of Assessor report / assessment summary templates

· Assessment cycle flowchart/ accreditation cycle

· Copy of any file review / peer to peer review criteria

· Copies of five redacted audit reports conducted in previous 12 months 
Upon receipt of the completed application and initial review of content will be made by the Contract Manager.  Following this, an Assessor will be assigned to manage the assessment process and will act as the main contact with the applicant’s designated point of contact. The Assessor will complete a review of the self assessment checklist combined with the formal assessment and mapping activity. This is the process whereby the Assessor makes a systematic comparison between the requirements of the Quality Framework for Organisations and the evidence provided by the applicant. 

1a Completing your Application form

In addition to assessing alignment against the MaPS Quality Framework for Organisations, the assessment process also considers the frequency, rigour and measures of the third party assessment process.  Therefore, supplementary to third party assessment criteria, the mapping exercise undertaken on behalf of the MaPS will extend to frequency of the accreditation cycle, delivery mechanisms, assessment of advice, guidance to applicant organisations, the use of Assessors and related Assessor guidance, and finally, reporting protocols.   

The following guidance is intended to support you with the completion of the Application Form:
	Page 2
	Applicant Details
	

	Page 3 
	Quality Standard / Membership Code Overview
	The application form requests basic details including address, contact information and the identity of the main point of contact. This individual should have sufficient knowledge and authority to be able to manage the assessment process and answer any queries from either RE or the appointed assessor

	Page 4
	Assessment Process Delivery Mechanisms
	Consideration should be given to the following:
· Is the assessment process delivered through third party agents i.e. independent assessment bodies?

· Is the assessment a site based audit or completed remotely?

· Who undertakes the assessment activity i.e. team of assessors, internal champions etc..

· What is the typical duration of the assessment activity?

· Is the assessment process subject to any form of file review / peer to peer review?

· Applicant organisations able to access any form of consultancy / guidance/publications to support their preparation for assessment?

· Does assessment activity result in a formal assessment summary i.e. report?

· How frequently are assessment criteria reviewed?

	Page 5
	Frequency of Assessment / re assessment
	Consideration should be given to the following:

· How long is accreditation valid for?

· The different stages of the assessment and accreditation cycle i.e. desktop / interim assessment / full re assessment

· Do any risk based interventions result in a further assessment taking place before the anniversary date?

· What procedures are in place to review any identified remedial actions?

· What actions are taken if an organisation fails to respond to identified remedial action following an assessment/re assessment?

· What actions are taken if an accredited organisation fails to renew their certification?

	Page 6
	Function of the assessor
	Consideration should be given to the following:

· Are assessors employed or independent?

· How frequently are the assessing team reviewed / re trained?

· Do assessors work to any Terms of Reference or assessment guidance?

· Do assessors have access to any standard reporting documentation and checklists?

· What quality assurance processes are in place to assure the integrity of the assessment process?

	Page 7
	Further Information
	Consideration should be given to the following:

· Any unique terminology that the assessor should be aware of when conducting the assessment

	Page 8
	Document Checklist
	

	Page 9 -10
	Conditions of Accreditation Award
	Accreditation is awarded for a 3-year period and is subject to the conditions set out in the Post Accreditation Pack.  In addition to the conditions set out in the pack and in advance of the 3-year anniversary of award, owners of accredited standards / codes will be invited to reapply for accreditation.




2. Self Assessment Document (Self Assessment Checklist against the Quality Framework for Organisations)
To support the assessment process, applicants will be required to self assess alignment of their third party Standard / Membership Code against the Quality Framework for Organisations.  This process will help identify any variations of terminology and approach.  Our Assessor will repeat the exercise as part of the formal mapping and assessment approach. 
3. Access to supporting documentation
In addition to the individual assessment criteria of Third Party Standards and Membership Codes, the assessment process will also consider any guidance, templates and terms of reference used by applicant organisations, its’ members, and / or the third party Assessor team.  Potentially, amendments may be required to third party assessment criteria before full accreditation can be recommended to MaPS.  Any such changes will need to be incorporated fully into these points of reference and it is therefore essential that these form part of the assessment methodology. 

Furthermore, the consistent and thorough application of the Quality Framework within assessment practice across accredited standards and membership codes is a vital element for both effectiveness and credibility of the Scheme. To ensure therefore that what has been accredited is being practically applied in a uniform manner, checks of actual assessment activity is required. This approach also helps the continuous improvement of the Framework itself by identifying areas in which development may be required such as clarifying ambiguous guidance or reinforcing weak areas of accreditation practice.

4. Assessment and Mapping Exercise

Assessments conducted as part of the application process against the Quality Framework for Organisations will be undertaken by Recognising Excellence Assessors as appointed by the Money and Pensions Service, according to standard procedure.

The assessment process has been designed to provide an objective and consistent framework for quality control for the Money and Pensions Service.  There is no requirement for an on-site intervention as part of this assessment process however there will be opportunities for 1:1 interaction between the Assessor and the applicant. 
The approach of Recognising Excellence to the initial assessment will be to align the assessment criteria of Third Party Standard or Membership Code against the requirements of the Quality Framework for Organisations.  The Framework is set out against three high level areas of quality: Meeting Client’s Needs; Well Governed; A Learning Organisation.  In addition to the criteria within the Framework, the assessment process will also consider the measure, frequency and rigour of the third party assessment process, along with a sample of anonymised audit reports. 
Assessments will commence with an introductory opening meeting (telephone / Microsoft Teams) during which the Assessor will be introduced, and process and reporting arrangements explained.  The Assessor will seek evidence against each criteria of the Quality Framework. This evidence will typically be found within the Third Party Standard / Membership assessment scheme criteria. The Assessor will remain in contact with the applicant throughout the assessment and mapping exercise to ensure that the evidence presented has been correctly understood.  Variances in terminology and anomalies may be clarified through discussions with the nominated point of contact.  
Following assessment, the Assessor may consider it necessary for a revision to be made to the Third Party Standard / Membership code before accreditation can be awarded.  Prior to preparing the final assessment report, there will be an opportunity for the Assessor to discuss his / her interim findings and recommendations with the main point of contact.  This intervention will ensure that the Assessor’s interpretation of the evidence presented is correct and provide an opportunity to address any points raised and for additional or revised content to be submitted.
 5.  Alignment against the Quality Framework for Individuals (requirement 2.6 of the MAS Quality Framework)

In order to receive accreditation against the Quality Framework, applicants will need to ensure that their assessment criteria support the Quality Framework for Individuals. This will require a review and analysis of individual learning records / training plans and evidence of such (where appropriate) for any individual involved in the provision of debt advice. 

Assessment of these requirements should not be undertaken on a sample basis, and the methodology should be applied to each individual involved in the client debt advice journey.  It is important to note that the process is designed to determine whether individuals have achieved the minimum baseline knowledge for the roles they hold and is not intended to measure the impact of the training or qualification that have undertaken. 

Practically, this will involve a review of the learning and training records for each individual debt Advisor to determine whether advice is being provided by trained and qualified Advisors in line with the Money and Pensions Service Quality Framework for Individuals.  The methodology applied should consider the level and complexity of the learning achieved and whether it is appropriate to the role. For example, if an individual is representing a debt client in court, has training and learning been achieved to Court Representation level. 
When reviewing the requirement, consideration should extend to whether the source of any learning evidenced is an accredited and therefore approved course or qualification against the Money and Pensions Service Individual Framework.  This will involve the systematic comparison of the learning records against the list of MaPS accredited training/qualification programmes. The full and current list of accredited training and qualifications can be found within the Money and Pensions Service website. 
To support you with the implementation of this process, a comprehensive set of guidance has been developed to ensure consistency of application both for the organisations that you assess and the Assessor teams you work with which can be obtained directly from Recognising Excellence. 
6.  Assessment Outcomes
The nominated point of contact will be provided with a detailed report and an assessment summary.

For each criteria of the Quality Framework for Organisations, a judgement will be made on how closely the applicant criteria align to the requirements of the MaPS framework.   The following table identifies the possible assessment outcomes:
	Definition
	Meaning

	Met
	The evidence presented fully meets and / or exceeds the requirement of the Quality Framework for Organisations. There may be a list of highlighted good practice or areas suggested for improvement, but this will not be subject to further review. 



	Partially Met
	The evidence presented meets some of the criteria within the Quality Framework for Organisations.  There are minor concerns and /or inference has had to be made by the Assessor as some points are not fully demonstrated or evidenced. 

The criteria that are not met will be outlined in the report with a suggestion of the amendment required.  A timeframe will be agreed between both parties for re submission.  As a guideline, it is suggested that a period of 90 days (3 months) is sufficient for minor changes.  Where more significant changes are required a period of 180 days (6 months) is suggested.  These guidelines should be viewed as a maximum.
 

	Not Met
	Does not meet any of the requirement.

The detail within the assessment report will form the basis of an action plan.  Recognising Excellence will maintain dialogue with the applicant to encourage a future re submission.


The detailed report will record how the applicant provided evidence for meeting the requirements of the Quality Framework for Organisations and how this was measured during the assessment and mapping exercise and what, if any changes are needed. This report will form the basis of future assessments and is intended to be helpful for internal development and continuous improvement.

The detailed report will set out any areas where the applicant does not meet the requirements of the Quality Framework (if applicable) and these areas will form the basis of an action plan. 

Accreditation will only be recommended in cases where Third Party Standards and Membership codes fully meet the requirements of the Quality Framework for Organisations and the supplementary considerations regarding frequency, rigour and measures of the third party assessment process.  
7. Decisions and Recommendations
a. Recommendations for Accreditation 
Once the Assessor has verified that the requirements of the Quality Framework for Organisations have been evidenced in full, a final report will be prepared.  The report will be subject to internal quality assurance checks and moderation activity following which a recommendation will be made to MaPS to accredit the Third Party Standard or Membership Code.  A copy of the final report will be submitted to MaPS and also to you for your own records. 

b. Conditional Award
Conditional accreditation may be awarded at the discretion of the MaPS.  When determining any conditional award, MaPS will take into account the extent and impact of the missing criteria.  Any Third Party Standard or Membership Scheme that has conditional accreditation will have six months to make the relevant changes and resubmit these to Recognising Excellence for review.  Upon satisfactory review, a recommendation for full accreditation award will be made to MaPS. 
c. Re Submissions
Where the Assessor identifies a requirement for content to be revised in order to fully address the requirements of the Quality Framework for Organisations, a timeframe will be agreed as to when this should be re submitted.  In instances where minor amendments are required, i.e. a process change, we will encourage a re submission in a short space of time and suggest a period of 90 days will be sufficient in most cases.
Where more complex amendments are required, i.e. amendments to assessment criteria, it is suggested that a period of 180 days is realistic. These timeframes are suggested guidelines and RE will remain in constant dialogue with you to determine an appropriate timeframe with you for re submission.  

Any re-submissions outside of the timeframes above may be subject to full reassessment and a discretionary fee of up to £1500 + VAT may apply.

8.  Accreditation Award
Upon accreditation, a certificate will be issued which will be valid for a period of not more than 36 months.  At this point a further review will be necessary.  A further assessment may be required before this if the Third Party Standard / Membership code undergoes revision to content or if there is a process change. (See Post Accreditation Pack).

9. Outcomes

Every review will generate a report outlining the findings of the assessment. This report provides a general summary of the assessment and standards audit approach, specific good practice evidenced, and any development or remedial action identified alongside a detailed breakdown of performance against each of the criteria that constitute the MaPS Quality Framework.
Both the standard/membership code owner and the Money and Pensions Service will receive a copy of the report and, where applicable, an action plan detailing development areas or requirements to maintain accreditation following the check. Standard and membership code owners will also be invited to a feedback session so that audit check findings can be discussed, and any development activity agreed with timescales.
Any areas critical to the ongoing compliance to the MaPS Quality Framework will be identified and a period of corrective action applied by the MaPS assessor body which will not exceed 90 days from receipt of notification of actions required.
10. Appeals and Dispute Resolution Policy
Grounds for Appeal

An appeal process is available to all applicants facing a refusal, suspension or withdrawal of accreditation against the Money and Pension Service Quality Framework at any stage in the process following the submission or resubmission of an application. 

The applicant may appeal on the following grounds:

· The Assessor did not take full account of all the evidence available

· The decision taken by the Assessor/assessing organisation was unreasonable
· The provider can make the appropriate revisions required to content and/or processes within a reasonable time so as to bring the Standard / Membership Code up to the required standard. A period of six months from the date of the assessment is considered reasonable. 
An appeal on the grounds of unreasonableness will need to demonstrate that the information provided has been misinterpreted, or had been given undue weight in the context of the assessment process or that the Assessor had failed to take into account material evidence/facts in existence at the time of the assessment.

Suspension or withdrawal may occur as a result of a breach of the conditions of accreditation. 

Appeals Process

Stage One
Organisations are encouraged to discuss their concerns with the appointed Assessor in the first instance.  The assessment process provides for an interim report and initial findings to be shared during the ‘live’ assessment. The assessment decision at this stage is not viewed as final and therefore provides an opportunity for any concerns relating to a misinterpretation of the application and supporting content to be raised.  

If consensus cannot be agreed with the Assessor, Organisations can submit their formal appeal in writing to the MaPS Contract Manager at Recognising Excellence. 

Stage Two

Organisations must submit their formal appeal in writing to the MaPS Contract Manager at Recognising Excellence within 21 days of the date of formal notification of the assessment outcome. The written appeal and any documentation in support should be submitted, along with the grounds for the appeal and reason why the decision is contested.

The MaPS Contract Manager of Recognising Excellence will acknowledge receipt of the appeal and launch the appeals process within 5 working days. Notification of the appeal will be communicated to the Money and Pensions Service at this point. 

The MaPS Contract Manager will investigate the factual matrix of the challenge by reviewing the appeal documentation, the original application and supplementary documentation, and through discussions with the Assessor.  The MaPS Contract Manager will determine whether to:

· Allow the appeal

· Order a re-audit

· Confirm refusal, suspension or withdrawal of the accreditation

Within a maximum of 15 working days from the date of the formal appeal letter, the MaPS Contract Manager will provide the applicant with a written explanation, together with disclosure of all relevant materials of how the decision was reached.  

 Stage Three

If the appeals process determines the need for a re-audit, this will be completed within 15 working days.  A revised report will be shared with you upon completion of the re-audit.  A full report of the investigation and findings of the re-audit will be shared the Money and Pensions Service.  The decision of the MaPS Contract Manager and/or outcome of the re-audit will be deemed as final.

11. Conditions of Accreditation Award
The conditions set out in the Post Accreditation Pack (see link below) apply to all quality standard and membership codes awarded accreditation to the Money and Pensions Service Quality Framework.  There may be additional conditions, tailored to the specific standard / code and based on recommendations from MaPS’s assessor body following assessment.  Any additional conditions will apply alongside those detailed below.  All conditions will be set out in the award letter.

Accreditation is awarded for a 3-year period and is subject to the following conditions.  In addition to those set out below, and in advance of the 3-year anniversary of award, owners of accredited standard / codes will be invited to reapply for accreditation.
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12. Annual Audit Report Check

The Money and Service is committed to ensuring the integrity of the MaPS Quality Framework and accreditation process through consistent and robust assurance processes.  As part of this commitment MaPS will assess a sample of records from recent audits conducted by the Accredited Standard organisations that hold the Accredited Standard.
Sample of Audit Reports
The evidence submitted for assessment must:
· Consist of 5 redacted assessment reports 
· Have been conducted within the 12 months prior to the check
· Include a copy of the current Accredited Standard and Terms of Reference / Guidance documentation for those assessing on behalf of the Accredited Standard
Frequency of assessment 

The earliest audit report assessments will be requested is following an Accredited Standard’s first anniversary of award of accreditation against the MaPS Quality Framework.
Thereafter, Accredited Standard owners will be asked to submit samples on an annual basis throughout the lifetime of accreditation.  Organisations will be provided with 20 working days to submit upon request.
Assessment Outcomes

Audit reports will be assessed and a report outlining the findings of the assessment created within 20 working days of submission.  The report provides a general summary of the assessment, the Accredited Standard’s audit approach and good practice evidenced.  Any areas for development or corrective action identified in order to maintain accreditation to the MaPS Quality Framework will also be provided.

Both the Accredited Standard owner and the Money and Pensions Service receive a copy of the report and, where relevant, a draft action plan detailing areas for development or requirements to maintain accreditation following the check.

Accredited Standard owners are also invited to a feedback session to review the assessment and agree any development activity.  This is an agreement where corrective action to maintain accreditation has been identified.  Accredited Standard owners will be given no more than 60 working days to complete all actions.
Failure to engage in the process or complete corrective actions by agreed deadlines will affect ongoing compliance to the MaPS Quality Framework and will result in withdrawal of the award (See Withdrawal Information in the Post Accreditation Pack).
13. Data Protection

Recognising Excellence is complying with current data protection legislation, the UK General Data Protection Regulation (GDPR) and the Data Protection Act 2018 or any codes of practices issued by the Information Commissioner from time to time.

For the purposes of this agreement to carry audits the Money and Pensions Service is the ‘Data Controller’ Recognising Excellence the ‘Data Processor’.

The legal basis for Recognising Excellence for processing data is that of “contractual obligation” as set out in Article 6 (1) (b) of the GDPR.

The Client will be made fully aware of its rights under GDPR by reference to MaPS’s Privacy Policy https://www.moneyadviceservice.org.uk/en/corporate/privacy and the Recognising Excellence’s Privacy Policy http://www.recognisingexcellence.co.uk
. Most commonly these are:

· All information gathered during the Audit shall be held as absolutely confidential however obtained or learned from the Client in pursuant to or in preparation of, or obtained or learned during the term of this agreement, whether relating to the Practice or to its business or to any of its officers, servants, agents, clients, suppliers, or subsidiaries or to the business of any of the foregoing persons or otherwise, and whether or not expressly designated confidential;

· Recognising Excellence shall not without the Client’s prior written consent use or permit or cause the same to be used save for the direct purpose of this agreement;

· Recognising Excellence shall not without the Client’s prior written consent disclose or permit or cause the same to be disclosed to any person other than to those of its full-time employees and/or its Auditors and Verifiers who need to be informed thereof to enable Recognising Excellence to perform its obligations.

· No case files or employee records will leave the organisation’s premises, except by GDPR compliant couriers and Recognising Excellence’s Auditor will destroy all notes/records on completion of the assessment process;

· Recognising Excellence on behalf of the Money and Pensions Service will securely retain any MaPS related audit information for 6 years from the date of creation, for the period it holds the MaPS license.
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End of Award

· Trigger for Action

· Action Required

· Frequency and Timescales

· Outcomes of End of Award Process



Accreditation against the MaPS Quality Framework is awarded for a period of three years. To maintain the integrity of the Quality Framework, a full reaccreditation assessment is required at the 3 year anniversary in order to ensure that Accredited Standards / Codes are continually aligned with the MaPS Quality Framework. 

 

Action required 

The Money and Pensions Service will notify Accredited Standard / Code owners 6 months prior to the end of a current award period. This notification will set out the next steps and timeframes involved. At least 90 calendar days prior to the end of award period a formal invitation will be extended to Accredited Standard / Code owners.

 

Where changes to the Accredited Standard / Code are expected before the end of current award period, Accredited Standard / Code owners should notify MaPS and follow the process for reassessment at change of Accredited Standard / Code. 

 

Where an Accredited Standard / Code owner does not wish to seek to renew an award they should notify the Money and Pensions Service as per the process described in the withdrawal section of this pack. 



Frequency 

End of award activity for Accredited Standards will occur on a minimum of a 3-yearly basis as per the maximum award period. 

 

Outcomes at end of award period 

The reassessment process will generate a report outlining the findings of the assessment. The report provides a general overview of the assessment, the Accredited Standard’s / Code’s audit approach and details of good practice evidenced. Any areas for development or corrective action identified in order to maintain accreditation to the MaPS Quality Framework beyond the current award period will also be provided. 

 

Both the Accredited Standard / Code owner and the Money and Pensions Service will receive a copy of the report and, where relevant, an action plan setting out areas for development or requirements to maintain accreditation following the check. Accredited Standard / Code owners will also be invited to a feedback session to review the assessment and agree any development activity. This is a requirement where corrective action to maintain accreditation has been identified. Accredited Standard owners will be given a maximum of 90 calendar days or until the end of the current award period, whichever is shortest, to complete all actions. 



Failure to engage in the process or complete corrective actions by agreed deadlines will result in withdrawal of the award at end of the current award period.  





Post Assessment Audit Report Assessment

· Sampling Approach

· Frequency

· Assessment Outcomes

· Failure to engage in the process



The Money and Pensions Service is committed to ensuring the integrity of the MaPS Debt Advice Quality Framework and accreditation process through consistent and robust assurance processes. As part of this commitment MaPS will assess a sample of records from recent audits conducted by the Accredited Standard on organisations that hold that Accredited Standard / Code. 

 

This process is designed to confirm that the application of the Accredited Standard / Code as described during its assessment against the MaPS Quality Framework is reflected in practice. 

 

Sample of audit reports 

The evidence submitted for assessment must: 

· Consist of 5 redacted assessment reports (i.e. redacted to protect identity of organisation assessed) 

· Have been conducted within the 12 months prior to the check 

· Include examples of organisations providing debt advice as part of their proposition 

· Include a copy of the current Accredited Standard and Terms of Reference/Guidance documentation for those assessing on behalf of the Accredited Standard 

 

Frequency of assessment 

The earliest audit report assessments will be requested is following an Accredited Standard’s first year’s anniversary of award of accreditation against the MaPS Quality Framework. 

 

Thereafter, Accredited Standard / Code owners will be asked to submit samples on an ongoing basis throughout the lifetime of accreditation on an annual basis. Organisations will be provided with 20 working days to submit upon request. 

 

Assessment outcomes 

Audit reports will be assessed and a report outlining the findings of the assessment created within 20 working days of submission. This report provides a general summary of the assessment, the Accredited Standard’s /Codes audit approach and good practice evidenced. Any areas for development or corrective action identified in order to maintain accreditation to the MaPS Quality Framework will also be provided. 



Both the Accredited Standard / Code owner and the Money and Pensions Service will receive a copy of the report and, where relevant, a draft action plan, detailing areas for development or requirements to maintain accreditation following the check. Accredited Standard owners will also be invited to a feedback session to review the assessment and agree any development activity. This is a requirement where corrective action to maintain accreditation has been identified. Accredited Standard owners will be given no more than 60 working days to complete all actions. 

 

Failure to engage in the process or complete corrective actions by agreed deadlines will affect ongoing compliance to the MaPS Quality Framework and will result in withdrawal of the award. 

Promotion

· Referencing Accreditation

· Use of the MaPS Name and Logo

· Declaring Promotional Activity

· Access to the Debt Advice Locator Tool



This section aims to provide guidance to Accredited Standard owners on the conditions of accreditation regarding promotion and branding.                                                



External Standards/Codes 

Promotion of a quality standard or membership code’s accreditation to the Money and Pensions Service Quality Framework can be referred through the accredited standard/code content and application processes only. 



Promotion should focus on the accreditation of the standard/code only. It is not permissible to refer to advice delivery organisations when promoting accreditation. 
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		[name of quality standard/membership code including bolt on description] has been awarded full accreditation to the Money and Pensions Service Quality Framework.



		Organisations holding [name of quality standard/membership code] will be accredited to the Money and Pensions Service Quality Framework







For clarity, several examples are provided below:



Full accreditation to the Money and Pensions Service Quality Framework can be referred to using the following word pattern: 

 

[Name of quality standard/membership code including bolt-on description] has been awarded full accreditation to the Money and Pensions Service Quality Framework. More information can be found here. 



[Name of quality standard/membership code] has been awarded conditional accreditation to the Money Advice Service Quality Framework. More information can be found here. 

 

Internal Standards/Codes 

Internal standards/codes will not be able to refer to accreditation in any external-facing content regardless of medium. 



Requirement to notify MaPS of Promotional Activity 

There is no requirement for Accredited Standard / Code owners to notify the Money and Pension Service of promotional updates/activity where this follows the guidance above. 

 

Use of the Money and Pensions Service Logo 

Accredited Standard owners are not permitted to use the Money and Pensions Service logo in any circumstances. 

 

Money and Pensions Service Website 

A list of accredited quality standards and membership codes is available on the Money and Pensions Service website. Newly accredited quality standards and codes will be added to this list following confirmation of successful accreditation. This list can be found here. 

 

Debt Advice Locator Tool 

The Money and Pensions Service Debt Advice Locator Tool (DALT) is an online service allowing customers to search for free-to-client debt advice through online, telephone and face-to-face channels. Organisations meeting the following criteria can be included on DALT:



· Offers free-to-client debt advice 

· Holds a MaPS-accredited quality standard or membership code 

· Holds relevant FCA authorisation/permission 

 

The mechanism for inclusion on DALT is described within the Data Submission section. 

 

Non-Compliance with Promotional Conditions 

Where promotional activity by Accredited Standards falls outside of the guidance above, the Accredited Standard / Code owner will be asked to make relevant changes. This request may comprise suggested wording for amendments. 

 

Where non-compliance with promotional guidance continues following this request the withdrawal process may be instigated. 

 





































Change to Standard or Code

· Trigger for Action

· Action required

· Frequency and Timescales

· Outcomes of End of Award Process



Accreditation against the MaPS Quality Framework is awarded for a period of three years. To maintain the integrity of the Quality Framework, a full reassessment is required at 3 years in order to ensure that accredited standards and membership codes are continually aligned with the MaPS Quality Framework. 



In addition, any changes to an Accredited Standard / Code during the 3 year award period will trigger the need for a reassessment to ensure it still maps as compliant against MaPS Quality Framework. 

 

Action required 

The Money and Pensions Service assessor body should be notified of any plans to review and/or amend an Accredited Standard / Code at the earliest opportunity and before any changes have been operationalised. This helps to ensure there is no gap in accredited status. 

 

The application process in the event of changes being planned or made to an Accredited Standard / Code is set out in the Accreditation Reassessment Guidance. In order to submit an Accredited Standard for reassessment, Accredited Standard / Code owners are required to complete, sign and return the reassessment application form and include all supporting documentation.

 

Frequency 

Where the Accredited Standard / Code is amended by the respective owner the onus is on said owner to notify MaPS assessor body to begin the reassessment process. Should an Accredited Standard  / Code owner have any doubt over whether a set of amends is sufficiently substantial to warrant reassessment please contact Recognising Excellence.



Reassessments of quality standards and membership will take a maximum of 40 calendar days to complete. Please see the Service Level section for more information. 



Outcomes of reassessment 

Following reassessment, an Accredited Standard / Code owner will receive a report detailing the mapping exercise and highlighting any particular areas of strength, suggestions for improvement as well as any corrective action required to maintain accreditation. An interim report will be shared within 26 calendar days of submission for reassessment. 

 

Where the Accredited Standard itself requires corrective action, Accredited Standard owners will be given up 90 calendar days to do so depending on the level of change required. Failure to complete any corrective action within prescribed timescales will trigger the withdrawal process.













Withdrawal Process

· Conditions of Accreditation

· Informal Withdrawal Stage

· Post Withdrawal

· Standard / Code Owner Wishing to Withdraw



There are a number of conditions associated with maintaining accreditation to the Money and Pensions Service Quality Framework. We have sought to maintain a proportionate approach to assuring the integrity of the Quality Framework and accreditation process. 



Informal 

An informal approach to compliance concerns will take place in the first instance. The aim of this informal stage is to meet with the Accredited Standard /Code owner, identify any barriers to compliance and agree actions to overcome these. MaPS will seek to work with the Accredited Standard / Code owner to identify appropriate actions. MaPS will allow up to 28 calendar days following non-compliance for an informal meeting to take place. A further 28 calendar days will be provided for actions to be completed. Should these conditions not be met a formal process will commence. 



Formal 

The formal stage of the withdrawal process is set out in the table below: 



		Week 1 

		Letter confirming formal process has started and inviting standard/code owner to formal meeting 



		Week 2 

		Formal meeting scheduled to agree corrective actions required to resolve situation 



		Weeks 3 and 4 

		Formal touchpoints to establish progress against action plan 



		Week 5 

		If action plan incomplete or code/standard owner has not engaged with process to date, then withdrawal of accreditation will be confirmed in writing. 







Post-Withdrawal 

Following withdrawal of accreditation, an Accredited Standard / Code owner must remove all reference to the Money and Pensions Service and accreditation against the Quality Framework from all materials including digital content. The Money and Pensions Service will also update its own estate to reflect the change. 

 

Accredited Standard wishing to withdraw 

In the event of an Accredited Standard / Code owner wishing to withdraw from the accreditation scheme, written confirmation of this request should be made to:



Catherine Thomas | Quality Manager | Money & Pensions Service, 120 Holborn, London EC1N 2TD
T: 020 8132 4998 | E: catherine.thomas@maps.org.uk   or



Elizabeth Morris | Contract Manager | Recognising Excellence Unit 3, Twigworth Court Business Centre,Tewkesbury Road, Twigworth, Gloucester GL2 9PG 
T: 07394 563357 | E: liz.morris@recognisingexcellence.co.uk 

Communication

· Communication Strategy

· Frequency of Contact

· Opportunities to Input

· Opportunities to describe assessment experience



The Money and Pensions Service considers ongoing and two-way communication with owners of Accredited Standards / Codes essential to the effectiveness of the MaPS Quality Framework. 

 

Ongoing contact is also encouraged where appropriate and communications may involve the Money and Pensions Service and/or Recognising Excellence, as the accreditation assessment body. 

 

Communication cycle 

The following defines the current communication plan for the Organisational Quality Framework. Schedule may differ depending on initial accreditation date.



		Frequency

		Format

		Medium

		Responsibility

		Purpose



		Quarterly

		Update



		Email



		MaPS



		Inform stakeholders



		

		Organisation Data Return

		Email

		Standard / Code Owner

		Satisfy award condition



		Annually

		Round table



		Conference call

		MaPS



		Stakeholder input



		

		Round table

		Meeting / Conference Call

		MaPS

		Stakeholder input/feedback



		End of award period

		Invitation to reapply for accreditation

		Direct communication with owner

		MaPS

		Support awardees through reassessment



		Ad hoc

		Notification of change to standard/ code

		Contact with MaPS accreditor body

		Standard/ code owner

		Ensure continued alignment to Quality Framework









Feedback 

On an annual basis, to coincide with the face-to-face round table meeting (may be by video link), owners will also be invited to provide input into the processes that comprise the Quality Framework as part of the Money and Pensions Service commitment to continuous improvement. This will focus solely on processes and will not seek comment on the Framework itself as this is conducted as per the five-year Framework review cycle. 

 

Quality assuring the Assessment Process 

Following any reassessment activity, owners of Accredited Standards / Codes will be invited to complete a process satisfaction survey relating specifically to their experience of the reassessment process. A satisfaction survey will be sent to Accredited Standard owners following any reassessment activity.

Data Submission

· Explanation of Condition

· Debt Advice Locator Tool

· Frequency of Submission

· Required Data

· Submission Schedule



As part of the accreditation scheme the Money and Pensions Service work collaboratively with Accredited Standard / Code owners to compile and maintain a list of debt advice providers holding the Accredited Standard. This is to assure maintenance of routine audit cycles post award accreditation and ensure accuracy of customer-facing information on the MaPS Debt Advice Locator Tool. 

 

MaPS Debt Advice Locator Tool 

The data provided is also used to populate the MaPS online Debt Advice Locator Tool which exists to help people find appropriate debt advice. 

 

Frequency of Submission 

Accredited Standards / Code owners are required to provide a record of organisations currently holding Accredited Standard immediately upon award of MaPS accreditation. This data should be submitted using the appropriate template which will be sent to Accredited Standard owners 28 calendar days prior to return due date. Requests for an alternative suitable solution will be considered on a case by case basis. Thereafter, a quarterly exceptions report detailing new debt advice organisations achieving the standard/code or where the award has lapsed for an organisation(s) is required. 

 

Annually, a data refresh of all debt organisations holding the standard/code is required. At this point, Accredited Standard owners will be sent a record of their most recent return and asked to review, amend and send back the updated data. 

 

Required Data 

The data fields are set out on the table on the next page and are required to be collected and submitted using the aforementioned template: 































		Field Name

		Format

		Purpose



		Organisation Name

		Text

		Identifiable name for the customer



		Address

		Text/Numerical

		Address where debt advice is provided, the post code will locate the service on a map for a customer



		Town

		Text

		



		County

		Text

		



		Postcode

		Text/Numerical

		



		Website

		Text

		Provides further information for a customer



		Tel No.

		Numerical

		Allows the customer to contact the debt advice organisation by telephone for further information



		Email Address

		Text

		Allows the customer to contact the debt advice organisation by email for further information



		Restrictions

		Text

		Informs the customer of any restrictions the service has e.g. for tenants of a particular housing association



		Face to face advice provided

		Yes or No

		Ensures customer seeking advice through a particular channel can be signposted most effectively



		Telephone advice provided

		Yes or No

		



		Service Covers England

		Yes or No

		Used to filter data to identify national providers of debt advice



		Service covers Wales

		Yes or No

		



		Service covers Scotland

		Yes or No

		



		Service covers Northern Ireland

		Yes or No

		



		Date of last audit

		Numerical

		Date of last audit against accredited standard



































Service Levels



· Timeframes for each stage of the assessment



Below is an indicative outline of the timescales that Recognsing Excellence, as the MaPS assessor, will work within, to ensure your application is turned around as quickly as possible:



		Reassessment Stage

		Turnaround Time (working days)



		Application received and first stage check completed

		2 days



		1:1 between Applicant and Contract Manager (subject to applicant availability)

		2 days 



		Allocation to Assessor 

		2 days



		Assessor and Applicant 1:1 (subject to applicant availability)

		5 days



		Re-assessment completed and interim findings shared

		15 days



		Assessor to finalise report and submit to RE for moderation

		5 days



		RE to undertake moderation activity

		5 days



		Final report and recommendation shared with MaPS

		2 days



		Applicant to receive final report

		2 days



		







Variation of timeframes where assessment decision is Referred / Not Met:



		Missing documentation omitted from initial application (content exists)

		5 days



		Corrective Action Period (where applicable)

		Up to 90 days (3 months)













[bookmark: _Hlk45720786]



Changes to the MaPS Debt Advice Quality Framework

· Trigger for Action

· Action Required

· Frequency and Timescales

· Outcomes of Assessment



As per scheme rules, a review of the Money and Pensions Service Debt Advice Quality Framework will be conducted on a 5-yearly basis or when prompted by a change in legislation. To maintain the integrity of the Quality Framework, occasional and cyclical reassessment is required in order to ensure that Accredited Standard / Codes are continually aligned with the MaPS Quality Framework.



Therefore, any changes to the MaPS Quality Framework will trigger the need for a reassessment to ensure an Accredited Standard / Code still maps as compliant to the MaPS Quality Framework.



Action required

The Money and Pensions Service will inform the owners of all Accredited Standard / Codes, as well as those in the assessment pipeline, at the point a decision to review the Quality Framework is made.



Accredited Standard / Code owners will be consulted on any review and subsequent suggested amends to the Quality Framework. Where changes are made to the Quality Framework as a result of this review all Accredited Standards / Codes will be reassessed through the standard reassessment process.



Frequency

A review of the Money and Pensions Service Debt Advice Quality Framework will be conducted on a 5-yearly basis or when prompted by a change in legislation.



Reassessments of Accredited Standards / Codes will take a maximum of 40 working days to complete. 
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