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The Money and Pensions Service
Quality Framework for Organisations

Self-Assessment Checklist
This form should be completed in conjunction with Application Form, referencing the Application Guidance document and specifically the Money and Pensions Service Quality Framework. It is important to note that 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.  To aid the assessment process, please include references to supporting documentation (where relevant) within this self assessment document.
	Section 1: Meeting Clients’ Needs

A debt advice service that is driven by client need first and foremost, focussed on access to advice and timely outcomes



	Quality Framework Criteria Ref
	Purpose
	Quality Measure
	Measurement /Illustration
	Third Party Standard / Membership Code Evidence
(Please make it clear if the evidence forms part of the Standard or is found within guidance documents)

	1.1
	To maximise reach of service
	Service is easily accessible to the community
	Up-to-date community and client profiles maintained. In addition, services could produce an annual statement identifying any specific advice needs anticipated for these communities. This could be incorporated into a Services Plan.
	

	
	
	
	Evidence of regularly reviewing and adapting the service based on client need. Access should be assessed as a minimum against:

· Hours of service

· Outreach, (geographic accessibility) including virtual access

· Methods of delivery (channels)

· Range of formats languages and abilities
	

	1.2
	To build awareness of the service and encourage usage
	Effectively communicate and promote services to potential clients


	Evidence of a client focused communication strategy and action plan complaint with statutory rules
	

	
	
	
	Other organisations engaged regarding changes to services or practice 


	

	
	
	
	Evidence that clients, potential client and external organisations are clear about the level and type of service available, and there is a clear and defined process for referral 
	

	1.3
	To facilitate effective and timely referrals
	Builds and maintains strong formal networks that cater for current and potential client need.


	Proactive in seeking, building, utilising and keeping up to date referral routes 


	

	
	
	
	Evidenced use of an effective process for engagement with creditors 

	

	
	
	
	Maintain records of referrals, including referrals in and out of the service 


	

	
	
	
	Referral routes identified for the delivery of all advice channels 

Referral routes identified for all potential advice solutions needed e.g. DRO/DMP/IVA 
	

	1.4
	To ensure clients’ needs are met with the right tools and resources
	Provides appropriate information and support


	A series of provisions should be in place throughout the client journey including: 

· Referral processes for specialist debt and non-debt related services embedded with clear information to clients at the outset 

· Self-help and assisted self-help resources are accessible and provided where appropriate 

	

	
	
	
	Processes in place for clients to be kept informed of their case through whole journey and the process communicated by which clients can access personal information held about them 


	

	1.5
	To facilitate client outcomes
	Delivers appropriate client outcomes through effective advice
	Client journey can be articulated by all levels of staff 
	

	
	
	
	Clients outcomes are measured and captured frequently, even when referred 
	

	
	
	
	Client outcomes have been used to improve future client experience through service changes 
	

	1.6
	To ensure services are targeted, designed and promoted appropriately
	Define and understand clients’ needs


	Systems in place for recording client information and any specific needs 


	

	
	
	
	Client input into the design and development of services 


	

	
	
	
	Client feedback systems in place with evidence of adapting services in relation to needs 


	

	
	
	
	Records identify clients’ needs, any advice given and the actions to be taken and by whom 


	

	
	
	
	Records accessible to all advisers 


	

	1.7
	Building and maintaining client’s confidence in the objectivity and impartiality of advice


	Act and be seen to act with impartiality and integrity at all times


	Effective and appropriate policies and practice on: 

· confidentiality and access to information 
· safe maintenance and destruction of case files 

· management of case files 

· forms of authority enabling the provider to speak or act on behalf of the client 

· the protection of client data 

· conflict of interest, including the management of conflict of interest in staff and remedy decision 
	

	
	
	
	Evidence of a published clear client charter that has a commitment to treat service users with respect and sets out any expectations of behaviour they have of clients 


	


	Section 2: Well Governed
A debt advice service that is driven by client need first and foremost, focussed on access to advice and timely outcomes



	Quality Framework Criteria Ref
	Purpose
	Quality Measure
	Measurement /Illustration
	Third Party Standard / Membership Code Evidence
(Please make it clear if the evidence forms part of the Standard or is found within guidance documents)

	2.1
	To deliver a quality service to meet clients’ needs free from legal challenge


	Compliant with appropriate legislation – Health & Safety, Charity, Equality & Diversity, Company, Regulatory, Employment, DPA, Consumer Credit (including standards set out by the regulator in rules/guidance)


	Insurance held are appropriate to the service provided 


	

	
	
	
	Evidence of organisation and staff awareness of legislative and / or regulatory requirements 


	

	
	
	
	Staff are aware of routes for reporting breaches in requirements e.g. whistleblowing 


	

	2.2
	To provide a consistent and sustainable service to clients


	Financially viable


	An annual budget 


	

	
	
	
	Annual profit and loss account or income and expenditure account 


	

	
	
	
	Annual balance sheet 


	

	
	
	
	Quarterly variance of income and expenditure against budget 


	

	
	
	
	Accounts are monitored at least quarterly by management committee / board 


	

	
	
	
	Forecasting model meaningfully assesses financial strength 


	

	
	
	
	Evidence of financial review by an independent source 


	

	2.3
	To ensure a sustainable organisation


	Identifies and seeks to mitigate risks


	Up to date risk log with mitigation plan for organisation and individual projects and services (including HR needs) 


	

	2.4
	To provide vision and clarity of purpose 


	Well led
	Strategic aims and operational objectives for the service are clearly set out 


	

	
	
	
	All staff and volunteers have access to policies and procedures, and they are embedded into induction 


	

	
	
	
	Supervision process is adhered to for all staff involved in the advice process 


	

	2.5
	To enable the assessment of performance against service aims and objectives and to drive and enable continuous improvement of the service


	Gathers, challenges and scrutinises monitoring data


	Clear outcomes for the service are defined and success measured against them 


	

	
	
	
	Collects and collates a consistent set of client data and evidenced use of management data 


	

	
	
	
	Evidence of CPD activity for Trustees/ Management Board/staff 


	

	
	
	
	Staff are aware of service changes 


	

	
	
	
	Evidence of improvements following service, client or environmental reviews where relevant 


	

	2.6
	To deliver high quality and appropriate services across the organisation 


	Staffed by competent people who are appropriately trained

	All staff involved in delivering the service have achieved identified core competencies before they advise the public 


	

	
	
	
	Staff are aware of their tasks and responsibilities and where to turn for help if faced with a problem beyond their own abilities 


	

	
	
	
	Staff feedback systems in place and used by management 


	

	
	
	
	Supervision is delivered by appropriately trained staff within or outside the organisation 
	

	
	
	
	Evidence that all cases are dealt with by an adviser trained/qualified to the appropriate level of debt advice as detailed in the individual components of the Money and Pensions Service Quality Framework 


	

	2.7
	To maximise the efficiency and effectiveness of its service 


	Manages resources well 


	Attendance records are recorded 


	

	
	
	
	Processes in place to reduce any potential non-attendance of clients 


	

	
	
	
	Record of client access routes and consistent use of assessment mechanisms to inform client journey 


	

	
	
	
	Evidence that financial prudence is observed with the organisation management eg. procurement procedures 


	

	
	
	
	Use channel shift where appropriate 


	

	2.8
	To maintain and improve quality of advice 


	Demonstrable internal quality assurance process including appropriate/effective centralised systems and controls 


	Evidence of internal quality assessment and responsibility for maintaining quality made clear in the management structure 


	

	
	
	
	Quality is maintained where part of the service is delivered by a third party 


	

	
	
	
	Evidence that systems and processes are reviewed regularly eg. operation and advice processes 


	

	2.9
	To provide transparency, accountability and longevity of the service 


	Sets out clear plans and timescales 


	Plans outlining service delivery aims, timelines for service developments and finances 


	


	Section 3: A learning organisation
A debt advice service that is driven by client need first and foremost, focussed on access to advice and timely outcomes



	Quality Framework Criteria Ref
	Purpose
	Quality Measure
	Measurement /Illustration
	Third Party Standard / Membership Code Evidence
(Please make it clear if the evidence forms part of the Standard or is found within guidance documents)

	3.1
	To identify the opportunities to develop the organisation and the service


	Conducts self-evaluation when appropriate


	Completion of self-assessment audit of service 


	

	
	
	
	Use of client and community profiles to identify new and future trends 


	

	
	
	
	Service strategies are updated and reviewed against the aims and objectives of the organisation 


	

	
	
	
	Services are subject to regular independent review and/or evaluation of advice outcomes 


	

	3.2
	To improve the quality of advice and delivery across the sector


	Shares evidence based good practice with peers

Reaches out to other debt providers and other sectors to learn


	Systems in place for staff learning/training 


	

	
	
	
	Internal communications documentation covering good practice and success 


	

	
	
	
	Engagement in external forums/ workshops/meetings where best practice is shared 


	

	
	
	
	Evidence of involvement in peer to peer support and learning 


	

	3.3
	To improve the quality of advice and skills levels of advisers


	Facilitates learning and development


	Staff appraisals, supervision and training needs analysis are completed for staff and the organisation, including evidence of active performance management 


	

	
	
	
	Advisers have access to a suitably experienced person internally or externally, who can provide guidance 


	

	
	
	
	Training plan and continuous professional development plan in place for all staff and volunteers 


	

	
	
	
	Process that uses evidence from client cases for staff development 


	

	
	
	
	Arrangements are in place to ensure that the service and staff have access to up-to-date reference materials and appropriate journals 


	

	
	
	
	Services to evidence that the casework files of individual advisers are subject to suitably qualified, independent review 


	

	
	
	
	Evidence of observed client interaction e.g. call listening, shadowing 


	

	
	
	
	Supervisors/trainers to retain one-to-one client advice skills to a proportionate level 


	

	3.4
	Responsive and adaptable


	To innovate and improve service delivery internally


	Evidence based changes designed into service plans 


	

	
	
	
	Review of client journeys 


	

	3.5
	To improve service delivery and improve client focus


	Gathers and responds to client feedback


	Evidence of actively gathering client feedback and responding to clients 


	

	
	
	
	Client complaints procedure exists, is clear in client journey and is complied with 


	

	
	
	
	Channel shift is clear within process and procedures to support more efficient and appropriate support for clients 


	

	
	
	
	Evidence of process in place for clients and advisers to make an accurate assessment of need and service varied accordingly 


	

	3.6
	To maintain appropriate service delivery and staff skills


	Identify environmental changes and responds effectively


	Evidence of external engagement eg. participation in local advice networks 


	

	
	
	
	Subscribes to industry publications 


	

	
	
	
	Evidence of environmental and service review shaping training and development of staff 
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