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Welcome and Introduction

Sarah McNeice
Service Performance and Quality Manager



Introduction

* MaPS hasbeenimplementingthe MaPS Standards for customer facingassessment for 17 months (including 10 monthstest and learn)
* Delivery partnersand IQAS have been pivotalin informinghow the assessment process has evolved and improved

* MaPS isseeing high levels of compliance with standards across all delivery partners

* Thereisacontinued desire by MaPS to refine the process effectively with delivery partners and IQAS

* Consistency is increasingamongst all partiesinvolved during the assessment process

* Compliance with specificstandards is evident as being the most challenging when assessing debt cases

* The Advice Assessor Toolkit emerged from observation and discussion at calibration, and handlingappeals

* MaPS haslistened to assessors from both delivery partners and IQAS when sharing challenges with complex case scenarios
 Thetoolkitisintendedto enhance existingguidance providing clearer definitions and a steer on how to assess the standards

* It has been developed with internal SME inputand aims to provide a clear steer to address some of the ambiguity in the wording of
the standards

* |tis critical that we test with delivery partners and IQAS assessors priorto roll out so that feedback can inform a final version.
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Testing Objective

Carol Marsh
Lead Quality Manager (Advice)




Testing Objective

* The testing period aims to:
* Confirmthat greater consistency can be reached using the toolkit
e Assistwithunderstandinghow it aids assessment decisions with complex case scenarios
e Utilisetechnical expertise from all partiesinvolved in MaPS Standards assessments to inform the final version

* Bringacommon understanding ofthe minimum requirements for each standard and what is considered sufficient to be
compliant

 Reducethe volume of queries likely to be raised at calibrationand through appeals

* Supportdelivery partnersin achievingand/or exceeding KPI
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Toolkit Methodology

Carol Marsh
Lead Quality Manager Advice




Toolkit Methodology

The toolkit has been designed around the customer journey

* The customerfacingstandards have been identified as relevant to specificpointsin the customer journey

* |tis evidentwhichstandardsrunthroughthe entire journeyand cantherefore be assessed for compliance atany point
* Key words within the standardshave been drawn out to aid the assessorin determining what is specifically required

* Definitions have been provided at the end of the document, to provide greater clarity in meaning, of subjective wordinginthe
context of the standards

* Consideration hasbeen given to discussion in calibrationaround options, advantages and disadvantages. Greater flexibilityis
afforded in the toolkit

* Impacted standards have been reviewed and more clarity woven into the toolkit
* Theaimistoreducethe level of variance when assessing complex cases but unlikely to completely eradicate

* MaPS recognisesthatthereis still a place for calibrationand/orappeals
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Based around Customer Journey

Standards that run throughout the debt journey (not EXCLUSIVE to specific stages)

1d, 2b-iii, 1a, 1e, 2a-iv, 3b

Breathing
space
identified as
an option

Sda
Vulnerability
Identified

*4, rovided on 6. Option 7. Creditors
1. Customer 3. Appropriate Exploration L 5 discussed contacted to 8. Next steps,
2. Assessment S presenting : .
accessed delivery around along with put hold on actions, and
) of need . need and
service for undertaken channel presenting other advantages debts (or for record of
Debt Advice identified need amerain and other relevant advice
conducted eng disadvantages reasons)

issues

1a,lelg,
1h,2b-v, 2a-v
2b-ii, 1j, 11,
2a-x, 1f

Emergancies
Identified

*Wulnerability, Emergencies, Exploration, Delivery Channel and Breathing Space have
been placed at typical points in the customer journey, but it is important to note that
| theycan emerge at any point in the journey and will be assessed in the context of the
point at which they emerge.
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Outline of Standard

1f

The information,
guidance or advice
provided must: Seek to
drive informed
decisions and actions.
Where applicable, MaPS
and its delivery partners
must provide clear calls
to action, next steps, or
hand-offs to other
organisations.

v

This standard focuses on ensuring sufficient advice has been provided to the consumer to enable them to
make informed decisions. The advice provided and choices made will allow the consumer to clearly
understand their next steps/actions to be taken by the practitioner and the consumer.

Sufficient is defined as the consumer being provided enough advice to make informed decisions and
understand their next steps/actions.

Sufficient advice includes advice needed on:

v' Consequences of non-payment, including advice on safe bank accounts (where applicable) and what
actionthe creditor can take as well as the action the consumer can take.

v" What will happen next within the debt process.
v" Court action and emergency issues (where applicable).

The standard also assesses whether the consumer has been signposted/referred to an organisation for
further advice/support where this is needed as part of their next steps such as to Housing Specialists/Legal
advice/other specialist services.

Where signposting is not necessary for the consumer to progress their debt case, but necessary to meet the
broader needs of the consumer, this will be assessed elsewhere in the standards (e.g., 2b-v, 2a-v, 2a-x, or
2a-xi).

This standard differs to Standard 2a-vii which focuses on identifying and providing relevant information on
options and taking related next steps.

Indicator:

The next steps and agreed actions should be clearly defined.
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Testing Approach

Carol Marsh
Lead Quality Manager Advice




Testing Approach

e Testingwill runthrough September 2023

* Approach determinedto ensure leastimpact on business as usual

* Existingsamplesizes and submission periods remain unchanged

e All cases submitted for September 2023 must be assessed usingthe toolkit

e |QAS will assess all cases in September using the toolkit

 MaPS will be available for weekly touch point meetings with delivery partners and IQAS with optionalattendance

* Alinkto a feedbackspreadsheet will be provided for feedback to be collated and centralised for review

* Appealson casesassessed usingtoolkit will be eligible (regardless of KPI)

* Appealswill have specificcriteriaand will be opened up for September only
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https://mapsorg.sharepoint.com/sites/Quality/Shared%20Documents/Quality/35.%20New%20QA%202022/06.%20Customer%20Facing%20Testing/05.%20Debt%20Assessor%20Toolkit%20initiative/AdviceAssessorToolkitTesting/Toolkit%20Feedback%20Templates/MASTERAdviceAssessorToolkitTestingFeedbackRecord.xlsx

Appeals

Bali Kaur
Quality Manager Advice




Appeals - September 2023 only

» All standards/cases are eligible for appeal for delivery partners regardless of KPI
* A specific appeals template will be provided prior to the end of September for appeals to be submitted

* A MaPS appeals working group (including internal SME input) will be set up to analyse appeals submitted and
Independent Appeals Manager responses

* The toolkit will be updated as a result of appeals outcomes where required

e Appeals upheld will result in a change to KPl and an updated calibration report

Money and Pensions Service 14



Plans for Roll Out

Bali Kaur
Quality Manager Advice




Plans for Roll Out

* Feedbackwill be reviewed from the outset and plans forupdating toolkit will be drafted as we move through testing
* Theremay be a further iteration of the toolkit based on feedback, prior to appeals outcomes
* Appealswillcommence 5 working days after the calibration reports are received
* Duringtheappealswindowan Appeals Review Group will meet regularly to review progress and draw conclusions
 Bythe end of October:

* Finaldecisionson appeals will be made

* Outcome of appeals will be communicated

* Toolkitwillbe updated

* Final version of toolkit will be circulated
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Final Questions and Close

Carol Marsh
Lead Quality Manager Advice
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