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2 The Money Advice Service

This consultation document can be found on the Money Advice Service website at 
https://www.moneyadviceservice.org.uk/en/static/publications 

You can respond to the consultation by email, by post or by attending one of the events to be held 
across the UK in February 2013.  Further details of the process can be found on page 14.

https://www.moneyadviceservice.org.uk/en/static/publications
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Section 1:  Introduction

As part of the new role set out for us in the Financial Services Bill which is currently passing through 
Parliament, the Money Advice Service works with partners to improve the availability, quality and 
consistency of debt advice in the UK.

Our extensive targeted funding of advice delivery addresses the first part of this role with this 
consultation being focused on quality.

The vision
Given the importance of debt advice interventions in people’s lives, it is crucial that the advice is of the 
highest quality. We believe that the quality of the individual adviser and the quality of advice organisations 
should be subject to a regular, transparent and consistent quality assurance process. Individuals and 
organisations that have been subject to such a process and who meet the standards should be able to 
publicise this.  

To take this work forward we commissioned the Money Advice Trust, an independent charity, to 
undertake detailed work to evaluate the various quality standards that are currently used across the 
advice sector. 

Money Advice Trust’s work confirmed the findings of our earlier research that there is great diversity in 
the way that standards of delivery are defined, monitored and accredited. It also illustrated the many 
ways that different organisations embed particular standards in their practice and processes.

Our aim is consistent, high quality delivery of debt advice across the sector – we spend a great deal of 
time with advisers and want to see the best practice we have witnessed at individual and organisational 
level implemented as widely as possible.

To support that aim, we are now consulting on a Quality Framework for debt advice across the UK that 
will allow an organisation, its clients and its funders to know objectively that it is operating to a high 
standard.

Our Quality Framework will recognise that many organisations typically offer a range of advice services 
and have multiple funding streams for their work. To ensure the widest applicability our framework will be 
designed to suit a range of organisations from those that deliver debt advice as one strand of their work 
to those that deliver exclusively debt advice.

Given the importance of measuring the impact of debt advice our framework will have a key focus on 
client outcomes and it will link with the evaluation framework we are developing  to enable organisations 
to provide evidence of high quality advice delivery and good client outcomes. 

We are not seeking to invent a new stand-alone quality standard.  Instead we want to build on the quality 
standards and quality assurance processes currently used extensively in the sector.  We believe that 
there are already some standards in use which appear to meet the quality framework we have defined.1 

These are:

 � The Scottish National Standards for Information and Advice Providers
 � PQASSO
 � Membership code of Citizens Advice Scotland
 � Membership code of the National Association of Citizens Advice Bureaux

1 This initial view is informed by the research findings presented by MAT on their evaluation of standards and codes currently 
in use in the debt advice sector. Once evidence is provided by each of the standards / code owners these will be assessed 
rigorously against our framework.



5 The Money Advice Service

One of the key elements of this consultation is to invite all standard owners to demonstrate how their 
standard meets our framework.

We will use the Quality Framework in our commissioning for debt advice across the UK, building on the 
pre-requisites we built into our commissioning in Scotland, where agencies are already required to be 
compliant with Scottish National Standard level 2. We will also encourage other funders of debt advice to 
use our framework in their funding decisions. 

We are mindful of the consultation that is shortly to begin on the future regulatory environment for the 
provision of debt advice and colleagues at the FSA and the various government departments involved 
are aware of our work.

Our framework will provide a highly visible accreditation of the standards advice organisations have 
attained. This will enable those holding or achieving one of the standards that meet the framework to 
cite it when seeking funding. The Money Advice Service will maintain a register of standards that meet 
our framework.  Standards will only qualify if they provide for appropriate auditing of the quality of advice 
delivered by standard holders. The alternative approach is that the Money Advice Service could verify 
compliance with each standard using an independent third party to conduct an audit – in which case the 
Money Advice Service could publicly endorse the appropriate standards logo. 

Consultation Question 1
What value is there in having a Money Advice Service strapline linked to the relevant Quality Standard 
badge that is customer facing. Eg. PQASSO Quality Mark Level 1 (a member of the Money Advice 
Service debt quality framework) See illustration below:

                                                           

PQASSO is a member of the Money Advice Service Quality Framework                                                                              

Ultimately clients will be assured of a high quality and consistent advice service regardless of the channel 
of delivery, their geography, or which membership body they choose.

 

Section 1
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2.1 Proposed Money Advice Service Quality Framework 

Our proposals are:
 � To introduce a new Quality Framework against which existing quality standards and membership 

codes can be assessed.
 � To incorporate individual and organisational components into the single Framework.
 � To accredit quality standards and membership codes that meets the Framework.
 � To use the National Occupational Standards as the basis for assessing competence against our 

framework for individuals
 � To work with standards, qualification and training owners to identify and develop their quality marks, 

qualifications, and courses so that they meet our Framework.
 � To work with funders to encourage the use of the Framework in their funding decisions for debt 

advice
 � To require organisations that we fund to adhere to a standard that meets the  Framework

Our approach embraces and recognises the diverse nature of the sector and therefore enables it to be 
accessible to all providers and individuals.  Both elements of quality, individual and organisational are 
linked in our framework and it will not be possible to meet the requirements of the framework without 
addressing both areas.

We know from the work undertaken by Money Advice Trust that the principle of independent ownership 
of a quality framework is paramount, and that rigorous and robust monitoring and audit, both internally 
and externally are key to assuring quality.  The Framework has been built upon the premise of seeking 
to accredit those Standards and Codes of Membership which are already subject to independent 
verification.  This will enable quality standard owners and those organisations that hold them to be 
able to demonstrate that they meet all three of the key quality assurance areas, and to identify where 
development work is required to bridge any gaps.   This approach will also allow new and developing 
Standards to be able to evidence how they meet it.

Section 2:  Draft Money Advice Service 
Quality Framework

Section 2
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2.2 Organisational standards

The Money Advice Service Quality Framework encompasses three quality assurance areas which 
we consider essential for managing an organisation well, and in such a way that it can demonstrate 
accountability, learning and a focus on clients.  (See Annex 1 for the draft Quality Framework) 

We believe that a high quality organisation must meet its clients’ needs, be well governed and learns from 
its work. 

Table 1 - Quality areas

Section 1 Meeting client’s needs

Section 2 Well governed

Section 3 A learning organisation

Each of the three sections includes a series of aims and associated requirements that will be assessed to 
establish whether or not they are being addressed and evidenced across the organisation.

A large number of quality standards and membership codes were reviewed during the introductory work 
that Money Advice Trust undertook.  We have already indicated a few of the standards and membership 
codes that appear to meet our Framework and we invite evidence from all quality standard owners and 
membership bodies on how the requirements of the Framework are met.   

Consultation Question 2
Which standards or membership codes do you consider to fully meet our Framework?  Please provide 
detailed evidence of how they can demonstrate this.

Section 2

Debt advice

organisations

and

individuals

Clients' needs

Governance Learning
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Annex 1 details the requirements of the three quality assurance areas in the Framework.

Consultation Question 3
Are there any quality requirements that should be included or excluded from the Framework?  Please 
explain why.

Overview of proposed approach for organisations:
 � The Money Advice Service will accredit all standards which are able to demonstrate that they can fully 

meet the Quality Framework.  
 � We will seek to work with standards owners who do not fully meet the Framework currently to see 

how these can be developed to enable any gaps to be bridged.
 � In order to drive up consistent quality advice across the UK, we will support and encourage the 

organisations we fund to work towards one of the standards that meets the requirements of the 
Framework. We will then work with other funders of debt advice to encourage them to adopt our 
Framework as a requirement of their funding. 
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2.3  Standards for individuals working in the debt advice sector

We recognise the wealth of experience and knowledge of individuals within the sector and in order to 
continue to raise quality, we believe that recognised debt advice qualifications and training should be 
encouraged across the board.  We will seek to implement a consistent and recognised benchmark for 
individuals giving debt advice at various levels, with a view to this becoming an essential requirement.  

Money Advice Trust’s interim work on standards for individuals highlighted that National Occupational 
Standards (NOS) provide a suitable vehicle for identifying individual competence.  NOS specify the 
elements of performance an individual must achieve when carrying out a function in the workplace, 
together with the relevant underpinning knowledge and understanding.  

The UK Government and the three devolved administrations have approved the NOS Strategy for 2010-20, 
the centrepiece of which is a government investment of £20m in the UK Vocational Qualification Reform 
Programme (UKVQRP).  The strategy put a requirement on all relevant vocational qualifications in England, 
Wales and Northern Ireland on the Qualifications & Curriculum Framework (QCF) and SVQs on the Scottish 
Credit & Qualifications Framework (SCQF) to be based on NOS, in addition to all publicly funded training to 
meet the needs of employers.

In line with the Government’s commitment, and in recognition of how NOS are already used across the 
sector, they have formed the foundation of our Framework for individuals involved in the delivery of debt 
advice. 

We have created a set of debt advice role profiles which will form the Framework for individuals.   A set 
of NOS have been grouped to reflect each role and illustrate the minimum range of skills, knowledge and 
competencies.  We propose that advisers delivering debt advice can use these to demonstrate evidence of 
how they meet them according to the roles and activities they undertake.  

We recognise that many individuals undertake wider activities which will require additional skills, knowledge 
and behaviours therefore it should be noted that these role profiles are not intended to be limited, but for 
the minimum requirements to be built upon for individuals providing debt advice.

Debt advice role profiles
Debt support worker
Staff working at this level should be able to relate to a client in a professional manner and work with them to 
identify their debt advice needs. They should then be able to refer on to appropriate materials for self-help 
or internal/external debt advice colleagues for more detailed advice if required.

Debt adviser
In addition to the above, a debt adviser should be comfortable liaising with all types of creditors on their 
client’s behalf in writing and over the ‘phone. They should also be able to explain all relevant solutions to a 
client and explain clearly which is most appropriate and why.

Specialist debt adviser
In addition to the above, a specialist should be an expert in their field, with in-depth, up-to-date knowledge 
of all aspects of personal indebtedness including relevant case law. They should also be able to provide 
leadership and support to a team of advisers.

Debt advocate
In addition to the above, a debt advocate should be able to competently and confidently represent a client 
at Court or a tribunal regarding any debt issue.

Section 2
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Consultation Question 4
Are the role profiles identified correct and reflective of best practice across the sector?

Consultation Question 5
Have the appropriate NOS been used within the role profiles?  Please explain any suggested changes.

We know that a number of debt advice qualifications and training courses have used NOS in their 
development including Wiser Adviser, the Institute of Money Advisers, Step Change and the Debt 
Resolution Forum (DRF).  Through this consultation we invite all qualification owners and training providers 
to demonstrate that they partially or fully embed the NOS identified for each role profile in their training and 
qualifications.  

Consultation Question 6
Which debt qualifications and training courses have been developed using the NOS?  Please provide 
details of which NOS have been used. 

In the case of a sole debt adviser we would expect them to be able to demonstrate that they hold one of 
the recognised qualifications that meet the specialist debt adviser level.  See section on debt advice role 
profiles.

Consultation Question 7
Are there other requirements that a sole debt adviser should evidence?



11 The Money Advice Service

2.4 Accreditation Process 

Our Framework has been developed to enable quality standards, membership codes, qualifications and 
training to be accredited by the Money Advice Service, and for all organisations and individuals holding 
any of these to be able to demonstrate objectively that they are working to a high standard.  Ultimately our 
intention is to work with other funders and providers of debt advice to help them recognise that achieving 
a standard that meet our framework is a sign of good practice, and will be increasingly recognised by 
service users.  

We will establish a process whereby new standards can be mapped against the Framework for 
accreditation.  In addition we will regularly review the accredited standards, codes, qualifications and 
training, to ensure that they continue to meet the requirements.

We will work with standards owners to examine their audit processes for individuals within their accredited 
organisations and encourage this practice to enable a transparent validation process when assessing the 
quality of individuals.

Standards and membership code owners use their own audit processes to measure organisations 
against their standard. If organisations fail to meet the requirements of an accredited quality standard or 
membership code after audit then they will no longer meet the Money Advice Service Quality Framework 
and this will impact on their ability to gain funding. We will work with standards and membership code 
owners to implement a formal process of sharing information on organisations that gain, maintain or lose 
their quality mark and we will look to assure this process.

Our aim is that organisations should be able to demonstrate that their staff are well trained and competent 
and that they hold one of the recognised accredited qualifications or can demonstrate that staff have 
attended a programme of training that has been mapped against the NOS role profiles. 

 

Consultation Question 8
Do you agree that this is the appropriate approach to evidencing the quality of individuals delivering debt 
advice? Please provide details of any suggested alternative approaches.

Consultation Question 9
Currently different standards owners use a variety of accreditation processes.  How often is it appropriate 
for standards owners to monitor and review compliance against their standard?

Consultation Question 10
How often should the Money Advice Service review standards against our Quality Framework?  

Consultation Question 11
Should the Money Advice Service appoint an independent third party to conduct a verification audit of 
organisations working to the standards that meet the Quality Framework?

Section 2
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Section 3:  Next Steps and Transition

Next Steps

During the consultation period the Money Advice Service will continue to engage with the owners of the 
standards, qualifications and training relating to debt advice organisations and individuals.  We will seek 
to identify how the proposed standards for the Framework are currently being met and to discuss how 
existing standards, qualifications and training can be developed to bridge any gaps.

Once the Framework is finalised we will require organisations we fund to demonstrate or be working 
towards meeting the required standards for both organisations and individuals.  We will work with these 
organisations to establish how they currently meet them.

Following the consultation period an implementation plan will be published for an accreditation scheme.  

As part of our Debt Advice Programme, we are developing an Evaluation Framework which will enable 
the measurement of debt advice outcomes across all channels and levels of advice.  We intend to test 
this Evaluation Framework next year and will link closely with the Quality Framework.  Together these 
tools will enable organisations and individuals to evidence a high quality of advice delivery and good 
client outcomes.

Transition
Organisations that receive funding from the Money Advice Service will be required to demonstrate that 
they meet our Quality Framework by April 2014.  This is in line with our current approach to funding of 
face to face debt advice in Scotland where organisations are already required to be compliant to the 
Scottish National Standard Level 2.

We will support and encourage organisations to work towards achieving one of the accredited standards 
and demonstrate the quality of individuals who provide debt advice.
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Section 4:  Consultation 

4.1 Consultation questions

The Money Advice Service is keen to gather views on these proposals from across the sector.  Please 
consider and provide a response to the following questions by no later than 5pm on Friday 15th March 
2013.  Please use the relevant numbering when making your submission.

Question 1
Is there additional value in using a Money Advice Service logo linked to the relevant Quality Standard 
badge that is customer facing so that it is widely recognisable to the public?

Question 2
Which standards or membership codes do you consider to fully meet our Framework?  Please provide 
detailed evidence of how they can demonstrate this.

Question 3
Are there any quality requirements that should be included or excluded from the Framework?  Please 
explain why.

Question 4
Are the role profiles identified correct and reflective of best practice across the sector?

Question 5
Have the appropriate NOS been used within the role profiles?  Please explain any suggested changes.

Question 6
Which debt qualifications and training courses have been developed using the NOS?  Please provide 
details of which NOS have been used. 

Question 7
Are there other requirements that a sole debt adviser should evidence?

Question 8
Do you agree that this is the appropriate approach to evidencing the quality of individuals delivering debt 
advice? Please provide details of any suggested alternative approaches.

Question 9
Currently different standards owners use a variety of accreditation processes.  How often is it 
appropriate for standards owners to monitor and review compliance against their standard?

Question 10
How often should the Money Advice Service review standards against our Quality Framework?  

Question 11
Should the Money Advice Service appoint an independent third party to conduct a verification audit of 
organisations working to the standards that meet the Quality Framework?

Section 4
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4.2 Consultation process

A list of consultees can be found at Annex 5.  
In addition the consultation paper can be found on the Money Advice Service website at 
https://www.moneyadviceservice.org.uk/en/static/publications 

Respond by email
Please submit your response to debtconsultation@moneyadviceservice.org.uk

Consultation Events
A series of consultation events will be held across the UK during February.  Details will be publicised on 
the Money Advice Service website in January and networks informed.

Post
Please submit responses to:
Tiana Pathmanathan, 
Debt Advice Team, 
Money Advice Service, 
5th Floor, 
120 Holborn, 
London, 
EC1N 2TD

https://www.moneyadviceservice.org.uk/en/static/publications
mailto:debtconsultation%40moneyadviceservice.org.uk?subject=Consultation
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Quality assurance area – Meeting client’s needs – section 1

Quality requirement Purpose

1.0 Delivers appropriate client outcomes through 
effective advice, appropriately tailored to 
meet individual needs of clients  

To facilitate improved client outcomes

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

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

1.3 Service is easily accessible To maximise reach of service.

1.4 Effectively communicate & promote services 
to potential clients

To build awareness of the service and 
encourage usage

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

Building and maintaining clients confidence 
in the objectivity and impartiality of advice

1.6 Builds strong partnerships To facilitate effective and timely referrals

Illustration of 1.0 – Meets the Money Advice 
Service Evaluation Framework

Illustration of 1.3 - Language needs of clients 
are assessed and provided for.

Illustration of 1.6 - Referrals are 
made in the client’s best interest.  
Skills and diligence of adviser and/or 
organisation is taken into account.

Annex 1:  Money Advice Service Quality 
Framework for Organisations
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Quality assurance area – Well governed – section 2

Quality requirement Purpose

2.0 Financially viable To provide a consistent and sustainable 
service to clients

2.1 Manages resources well To maximise the efficiency and effectiveness 
of its service

2.2 Well led To provide vision and clarity of purpose

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

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

2.4 Have well documented procedures that 
demonstrate client focus

To ensure consistency of purpose and 
delivery of service

2.5 Staffed by competent people who are 
appropriately trained

To deliver high quality and appropriate 
services across the organisation

2.6 Gathers monitoring data To enable the assessment of performance 
against service aims and objectives

2.7 Sets out clear plan and timescales To provide transparency, accountability and 
longevity of the service

2.8 Challenges and scrutinises monitoring data To drive and enable continuous improvement 
of the service

2.9 Identifies and seeks to mitigate risks To ensure a sustainable organisation

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

To maintain and improve quality of advice

Illustration of 2.5  - Individuals trained / 
qualified to NOS role profiles identified in the 
Quality Framework.
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Quality assurance area - A learning organisation – section 3

Quality requirement Purpose

3.0 Monitors and reviews delivery of service To ensure it meets aims and objectives and 
continuously improves

3.1 Conducts self-evaluation when appropriate To identify the opportunities to develop the 
organisation and the service

3.2 Shares evidence on social policy issues Improve the policy and practice or 
organisations the over-indebted people 
interact with

3.3 Shares evidence based good practice with 
peers

To improve the quality of advice and delivery 
across the sector

3.4 Responsive and adaptable To innovate and improve service delivery 
internally

3.5 Identify environmental changes & responds 
effectively

To maintain appropriate service delivery and 
staff skills

3.6 Facilitates learning and development To improve the quality of advice and skills 
levels of advisors

3.7 Gathers & responds to client feedback To improve service delivery and improve 
client focus

Illustration of 3.1 - Evaluation of service to 
consider: reach, target audience, waiting 
times, channel mix, equality & diversity.  

Illustration 3.2 - Social policy issues 
identify poor debt collection/
bailiff practices, loan sharks, utility 
behaviours re: tariffs

Annex 1
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Annex 2:  Elements within existing 
quality standards illustrating how they 
may meet requirements in the Quality 
Framework.

Citizens 
Advice 
(E&W)
Membership 
Code

Quality Area 10: Client-
centred service

The standard: a CABx 
values its clients.  It builds 
good relationships with 
them and includes them 
in the design, review and 
assessment of services 
in order to improve 
the quality, relevance 
and accessibility of its 
services

The requirements 
provide the detail on how 
CABx must meet the 
quality area e.g. 10.4 - 
Information promoting the 
service and the right of all 
people to use the service 
is distributed throughout 
the community.

Quality Area 4: 
Planning and managing 
resources

The standard: a CABx 
plans for current and 
future service provision.  
It manages its resources 
effectively, efficiently and 
economically.

The requirements provide 
the detail on how CABx 
must meet the quality 
area. e.g. 4.6 - All 
quality processes are 
documented, reviewed 
and updated annually.                                                                                                                                        
                                                                                                                             
                                                                                                                                         

Quality Area 4: 
Planning and managing 
resources

The standard: a CABx 
plans for current and 
future service provision.  
It manages its resources 
effectively, efficiently and 
economically.

The requirements 
provide the detail on 
how CABx must meet 
the quality area. e.g. 
4.3 The implementation 
of the Business and 
Development Plan is 
reviewed at least annually 
by the trustee board, 
volunteers and staff 
and where necessary 
updated. Also: 4.4 
- The trustee board 
analyses complaints, 
suggestions and positive 
feedback annually, takes 
appropriate actions and 
reviews service strategy 
and delivery in the light of 
the analysis.

Annex 2

Standard / 
Membership 
Code

Money Advice Service Quality Requirement

Meeting Client’s Needs Well Governed A Learning 
Organisation

1.4 - Effectively 
communicate & 
promote services to 
potential clients

2.4 - Have well 
documented 
procedures that 
demonstrate client 
focus

3.0 - Monitors and 
reviews delivery of 
service
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PQASSO Quality Area 9: 
Communications and 
promotion

The organisation is 
known among key 
external stakeholders, 
and all external 
communications 
clearly support the 
organisation’s strategy.

Indicators provide the 
detail regarding what 
peer reviewers would 
be looking for. e.g. 
The communications 
plan identifies specific 
objectives for each 
stakeholder group, 
including service users, 
funders, donors, partner 
organisations and other 
agencies, and, There 
is evidence of a wide 
range of communication 
activities, e.g. written 
material, electronic 
communication, and use 
of the media.

Quality Area 4: User-
centred service

The organisation has a 
strategic approach to 
involving service users 
in service planning and 
review. Research and 
evaluation are used to 
improve outcomes.

e.g. There is a policy and 
plan for user involvement.  
There are systems for 
monitoring longer-term 
impact on users.

Quality Area 11: 
Monitoring and 
evaluation 

Monitoring and 
evaluation are carried 
out systematically 
and are integral to 
all aspects of the 
organisation’s work. The 
organisation evaluates 
its contribution to wider 
impacts and welcomes 
greater openness and 
objectivity in evaluating its 
performance.

e.g. There are evaluation 
reports highlighting 
outcomes, impacts and 
other issues affecting 
users.

and Quality Area 1: 
Planning 

The organisation uses 
a systematic planning 
and review cycle.  It 
focuses all its people and 
resources on achieving a 
shared long-term vision. 
e.g. there is a process 
for regularly monitoring 
performance against the 
strategic plan.

Annex 2

Standard / 
Membership 
Code

Money Advice Service Quality Requirement

Meeting Client’s Needs Well Governed A Learning 
Organisation

1.4 - Effectively 
communicate & 
promote services to 
potential clients

2.4 - Have well 
documented 
procedures that 
demonstrate client 
focus

3.0 - Monitors and 
reviews delivery of 
service
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Scottish 
Association 
of CAB 
Membership 
Code

Condition 1 - Bureaux 
are committed to, 
and comply with, the 
12 principles of the 
Association

e.g. Accessible – all the 
bureau’s services are 
widely publicised within 
its available resources 
and except in the most 
unusual circumstances, 
the bureau’s services are 
available to the public 
through the publicised 
opening hours.

Condition 1 - Bureaux 
are committed to, 
and comply with, the 
12 principles of the 
Association

e.g. Community 
Accountability: 
Effective democratic 
machinery must be in 
place to ensure that 
it is democratically 
accountable to the 
community that it serves 
– there are procedures 
for the governing body 
to review and respond 
to complaints and 
comments.

Condition 5 – Bureaux 
are effectively managed

e.g. Effective use of 
resources: The bureau 
has a written Plan for the 
current year containing 
forward projections for 
the following two years, 
which is reviewed and 
amended annually by the 
governing body.

Annex 2

Standard / 
Membership 
Code

Money Advice Service Quality Requirement

Meeting Client’s Needs Well Governed A Learning 
Organisation

1.4 - Effectively 
communicate & 
promote services to 
potential clients

2.4 - Have well 
documented 
procedures that 
demonstrate client 
focus

3.0 - Monitors and 
reviews delivery of 
service
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Scottish 
National 
Standards

3: Standards of 
Accessibility and 
Customer Care

Services operating 
to these Standards 
should be accessible 
to all members of 
the community and 
operate with the highest 
standards of customer 
care.

e.g. Standard 3.6 - All 
service providers must 
ensure that potential 
service users are aware 
of the service that is 
provided. 

1: General Management 
Standards

Designed to ensure 
that there is effective 
management of the 
service and its resources.

Eg. Standard 1.2 
- All standard office 
procedures must be 
documented.

2: Standards for 
Planning

Aim to ensure that 
all members of the 
community have access 
to high quality information 
and advice.  The planning 
of service is a key 
component of developing 
a quality service.

e.g. Standard 2.4 - All 
services must produce 
an annual service plan 
that seeks to ensure the 
best match between 
the needs of service 
users and the resources 
available to provide the 
service.

3: Standards of 
Accessibility and 
Customer Care

Services operating 
to these Standards 
should be accessible 
to all members of 
the community and 
operate with the highest 
standards of customer 
care.

e.g. Standard 3.4 - All 
service providers must 
regularly review the 
methods of delivery for 
their service to ensure 
both accessibility and 
the effective use of 
resources and, Standard 
3.5 - All service providers 
must regularly review 
their hours of service to 
ensure that these meet 
the needs of their current 
and potential service 
users.

Annex 2

Standard / 
Membership 
Code

Money Advice Service Quality Requirement

Meeting Client’s Needs Well Governed A Learning 
Organisation

1.4 - Effectively 
communicate & 
promote services to 
potential clients

2.4 - Have well 
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Advice 
Quality 
Standard

A: Access to Service

Requirement A2 – The 
community should be 
made aware of the 
service that is being 
offered.

C: Running the 
Organisation

Requirement 
C1 – Legal service 
providers have a clear 
management structure 
that identifies the roles 
and responsibilities of 
individuals in the delivery 
of the service

E: Running the Service

Requirement E2 – 
Independent review 
of quality of work and 
follow-up where needed.

Matrix 1: Leadership & 
Management

e.g. 1.6 - The 
organisation promotes 
the service in ways which 
are accessible to all those 
eligible to use it.

1: Leadership & 
Management

e.g. 1.1 - The service 
has clearly defined 
measurable aims and 
objectives which link to 
any wider organisational 
strategic aims and, 
1.7 Clients and staff 
influence the design 
and development of the 
service.

3: Continuous Quality 
Improvement

e.g. 4.1 - The 
organisation measures 
and evaluates the service 
against its stated aims 
and objectives and 
identifies improvements 
and, 4.3 The organisation 
evaluates feedback 
on the service to build 
upon its strengths and 
addresses any areas for 
improvement.

The 
Telephone 
Standard

2: Operational 
Management

e.g. 2.6 - Manage 
marketing communication 
– relates to the messages 
and/or media used 
to communicate with 
potential and actual 
help-line users and other 
stakeholders in order to 
make them aware of and 
promote the benefits of 
the helpline.

3: Delivery of service to 
the helpline user

e.g. 3.1 - How systems, 
processes and policies 
are put into practice at 
the level of the individual 
interaction with the 
helpline user.

2: Operational 
Management

e.g. 2.1 - Manage 
systems, processes and 
policies

2.1.3 Use reliable 
measures to monitor the 
activity and performance 
of the helpline.
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Annex 3:  Debt advice role profiles 

Role profile: Debt Support Worker

NOS Unit NOS Suite NOS Title

FSPPS2 Accountancy Professional ethics in finance

LSIAG01 Advice & Guidance Establish communication with clients for advice and 
guidance 

LSIAG2 Advice & Guidance Support clients to make use of the advice and 
guidance service

LSIAG3 Advice & Guidance Develop interactions with advice and guidance clients

LSIAG4 Advice & Guidance Interact with clients using a range of media

LSIAG12 Advice & Guidance Liaise with other services

LSIAG13 Advice & Guidance Enable clients to access referral opportunities

LSIAG18 Advice & Guidance Operate within networks

SCDLDSS410 Learning Development 
Support Services

Prepare clients through advice and guidance for the 
implementation of a course of action

SFJIB11 Legal Advice First line money and debt legal advice

SFJAE2 Legal Advice Evaluate and develop own practice

SFJGA6 Legal Advice Develop and manage interviews with clients

FINPFAFP02 Providing Financial 
Advice & Financial 
Planning 

Gather and validate financial information

FINPFAFP08 Providing Financial 
Advice & Financial 
Planning

Maintain your own performance, personal 
development and financial services industry awareness

SFJ LA5 Trading Standards and 
Environmental Health 

Provide information to clients

FSPPS2 Trading Standards and 
Environmental Health 

Ensure your own actions reduce risks to health and 
safety

Annex 3
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Role Profile: Debt Adviser 
NOS as with Debt Support Worker (shaded out) with additional at base of table

NOS Unit NOS Suite NOS Title

FSPPS2 Accountancy Professional ethics in finance

LSIAG01 Advice & Guidance Establish communication with clients for advice and 
guidance 

LSIAG2 Advice & Guidance Support clients to make use of the advice and 
guidance service

LSIAG3 Advice & Guidance Develop interactions with advice and guidance clients

LSIAG4 Advice & Guidance Interact with clients using a range of media

LSIAG12 Advice & Guidance Liaise with other services

LSIAG13 Advice & Guidance Enable clients to access referral opportunities

LSIAG18 Advice & Guidance Operate within networks

SCDLDSS410 Learning Development 
Support Services

Prepare clients through advice and guidance for the 
implementation of a course of action

SFJIB11 Legal Advice First line money and debt legal advice

SFJAE2 Legal Advice Evaluate and develop own practice

SFJGA6 Legal Advice Develop and manage interviews with clients

FINPFAFP02 Providing Financial 
Advice & Financial 
Planning 

Gather and validate financial information

FINPFAFP08 Providing Financial 
Advice & Financial 
Planning

Maintain your own performance, personal 
development and financial services industry awareness

SFJ LA5 Trading Standards and 
Environmental Health 

Provide information to clients

FSPPS2 Trading Standards and 
Environmental Health 

Ensure your own actions reduce risks to health and 
safety

LSIAG11 Advice & Guidance Negotiate on behalf of clients

LSIAG8 Advice & Guidance Advocate on behalf of advice and guidance clients

SFJBF2 Legal Advice Provide continuing support to clients

Annex 3
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FSPFAP05 Providing Financial 
Advice & Financial 
Planning 

Advise on appropriate financial solutions and agree the 
next steps

LSIAG14 Advice & Guidance Manage personal caseload

SFJBF1 Legal Advice Support clients to plan, implement, and review action

SFJIB12 Legal Advice Money and debt legal advice and casework

Annex 3
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Role Profile: Specialist Debt Adviser  
NOS as with Debt Adviser (shaded out) with additional at base of table

NOS Unit NOS Suite NOS Title

FSPPS2 Accountancy Professional ethics in finance

LSIAG01 Advice & Guidance Establish communication with clients for advice and 
guidance 

LSIAG2 Advice & Guidance Support clients to make use of the advice and 
guidance service

LSIAG3 Advice & Guidance Develop interactions with advice and guidance clients

LSIAG4 Advice & Guidance Interact with clients using a range of media

LSIAG12 Advice & Guidance Liaise with other services

LSIAG13 Advice & Guidance Enable clients to access referral opportunities

LSIAG18 Gathers & responds to 
client feedback

Operate within networks

SCDLDSS410 Learning Development 
Support Services 

Prepare clients through advice and guidance for the 
implementation of a course of action

SFJIB11 Legal Advice First line money and debt legal advice

SFJAE2 Legal Advice Evaluate and develop own practice

SFJGA6 Legal Advice Develop and manage interviews with clients

FINPFAFP02 Providing Financial 
Advice & Financial 
Planning

Gather and validate financial information

FINPFAFP08 Providing Financial 
Advice & Financial 
Planning

Maintain your own performance, personal 
development and financial services industry awareness

SFJ LA5 Trading Standards and 
Environmental Health

Provide information to clients

FSPPS2 Trading Standards and 
Environmental Health

Ensure your own actions reduce risks to health and 
safety

LSIAG11 Advice & Guidance Negotiate on behalf of clients

LSIAG8 Advice & Guidance Advocate on behalf of advice and guidance clients

SFJBF2 Legal Advice Provide continuing support to clients

Annex 3
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FSPFAP05 Providing Financial 
Advice & Financial 
Planning 

Advise on appropriate financial solutions and agree the 
next steps

LSIAG14 Advice & Guidance Manage personal caseload

SFJBF1 Legal Advice Support clients to plan, implement, and review action

SFJIB12 Legal Advice Money and debt legal advice and casework

LSIAG17 Legal Advice Provide support for other practitioners

SFJIA1 Legal Advice Provide legal advice to clients

SFJ1A2 Legal Advice Manage legal advice cases

Annex 3
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Role profile: Debt Advocate 
NOS as with Specialist Debt Adviser (shaded out) with additional at base of table

NOS Unit NOS Suite NOS Title

FSPPS2 Accountancy Professional ethics in finance

LSIAG01 Advice & Guidance Establish communication with clients for advice and 
guidance 

LSIAG2 Advice & Guidance Support clients to make use of the advice and 
guidance service

LSIAG3 Advice & Guidance Develop interactions with advice and guidance clients

LSIAG4 Advice & Guidance Interact with clients using a range of media

LSIAG12 Advice & Guidance Liaise with other services

LSIAG13 Advice & Guidance Enable clients to access referral opportunities

LSIAG18 Gathers & responds to 
client feedback

Operate within networks

SCDLDSS410 Learning Development 
Support Services 

Prepare clients through advice and guidance for the 
implementation of a course of action

SFJIB11 Legal Advice First line money and debt legal advice

SFJAE2 Legal Advice Evaluate and develop own practice

SFJGA6 Legal Advice Develop and manage interviews with clients

FINPFAFP02 Providing Financial 
Advice & Financial 
Planning

Gather and validate financial information

FINPFAFP08 Providing Financial 
Advice & Financial 
Planning

Maintain your own performance, personal 
development and financial services industry awareness

SFJ LA5 Trading Standards and 
Environmental Health

Provide information to clients

FSPPS2 Trading Standards and 
Environmental Health

Ensure your own actions reduce risks to health and 
safety

LSIAG11 Advice & Guidance Negotiate on behalf of clients

LSIAG8 Advice & Guidance Advocate on behalf of advice and guidance clients

SFJBF2 Legal Advice Provide continuing support to clients
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FSPFAP05 Providing Financial 
Advice & Financial 
Planning 

Advise on appropriate financial solutions and agree the 
next steps

LSIAG14 Advice & Guidance Manage personal caseload

SFJBF1 Legal Advice Support clients to plan, implement, and review action

SFJIB12 Legal Advice Money and debt legal advice and casework

LSIAG17 Legal Advice Provide support for other practitioners

SFJIA1 Legal Advice Provide legal advice to clients

SFJ1A2 Legal Advice Manage legal advice cases

SFJGA5 Legal Advice Provide and receive referrals on behalf of clients

SFJDA7 Legal Advice Prepare cases for representation in formal proceedings

SFJDA4 Legal Advice Represent clients in formal proceedings

All NOS can be viewed at www.ukstandards.org.uk

Annex 3
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Annex 4:  Money Advice Service 
Standards Framework for Individuals

Standard Debt 
support 
worker

Debt 
adviser

Specialist 
debt adviser

Debt 
advocate

Establish communication with clients for advice and guidance

Support clients to make use of advice and guidance service

Develop interactions with advice and guidance clients

Interact with clients using a range of media

Gather and validate financial information

Provide information to clients

Liaise with other services

Prepare clients through advice and guidance for the implementation of a course of action

Advise on appropriate financial solutions and agree the next steps

Develop and manage interviews with clients

Enable clients to access referral opportunities

First line money and debt legal advice

Maintain your own performance, personal development and financial services industry awareness

Evaluate and develop own practice

Operate within networks

Ensure your own actions reduce risks to health and safety

Professional ethics

Manage personal caseload

Money and debt legal advice and casework

Negotiate on behalf of clients

Advocate on behalf of clients

Provide continuing support to clients

Support clients to plan, implement and review action

Provide support for other practitioners

Provide legal advice to clients

Manage legal advice cases

Prepare cases for representation in formal proceedings

Represent clients in formal proceedings

Provide and receive referrals on behalf of customers

Annex 4
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Annex 5:  List of consultees 

Accountant in Bankruptcy (AIB)
Advice NI
Advice Services Alliance
Advice UK
Age UK
Barclays
British Bankers’ Association
Building Societies Association
Charities Evaluation Services
Chartered Institute of Housing
Christians Against Poverty
Citizens Advice England & Wales
Citizens Advice NI
Citizens Advice Scotland
Community Housing Cymru
Convention of Scottish Local Authorities 
(COSLA)
Council of Mortgage Lenders
Cymorth Cymru
Credit Services Association
Debt Managers Standards Association 
(DEMSA)
Department for Business, Innovation and Skills 
(BIS)
Department of Enterprise, Trade and 
Investment
Debt Resolution Forum
EMQC Ltd
Family Action
Finance & Leasing Association
Friends Provident Foundation
Financial Inclusion Centre
Financial Ombudsman Service
Financial Services Authority
Financial Services Consumer Panel
HM Treasury
HSBC
Insolvency Service
Institute of Credit Management
Institute of Money Advisers
Law Centres Network
Legal Services Commission
Lending Standards Board
Lloyds Banking Group
Local Government Association
Money Advice Scotland
Money Advice Trust
National Audit Office (NAO)
National Council of Voluntary Organisations 
(NCVO)

National Housing Federation
Northern Ireland Federation of Housing 
Association
Northern Ireland Local Government 
Association
Office of Fair Trading (OFT)
Payplan
Provident Financial
Rethink Mental Illness
Royal Bank of Scotland
Scottish Federation of Housing Association
Scottish Government
Scottish Legal Board
Stepchange
Time Banking UK
The Helplines Association
Wales Co-operative Centre
Wales Council for Voluntary Action (WCVA)
Welsh Government
Welsh Local Government Association
Wessex Water
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Unbiased money advice  
to help everyone manage 
their money better.
moneyadviceservice.org.uk
0300 500 5000
Calls should cost no more than 01 or 02 UK-wide calls,  
and are included in inclusive mobile and landline minutes.  
To help us maintain and improve our service, we may  
record or monitor calls.


