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1. Introduction 

1.1. The Advice Services Alliance (ASA) is the umbrella organisation for 
independent advice networks in the UK. Full membership of ASA is open to 
national networks of independent advice services in the U.K. Currently, 

our full network members are: 

 Advice UK 

 Age UK 

 Citizens Advice 

 Law Centres Federation 

 Scope 

 Shelter 

 Shelter Cymru 

 Youth Access 

1.2. Our members represent over 1,700 organisations in England and Wales 

which provide a range of advice and other services to members of the 
public. Most of these organisations offer services within a local area but 

some of them are regional or national. They are largely funded through 
public sector grants and contracts, and charitable fundraising. 

1.3. With some limited exceptions, services are offered to users free of charge 
and are focused on areas of law which mainly affect poorer people, 
particularly welfare benefits, debt, housing, employment, immigration, 

education and community care.  

1.4. ASA welcomes the opportunity to respond to this consultation paper. We 

are supportive of the initiative and are pleased that MAS does not propose 
to develop a wholly new standard but instead will be making use of what 
already exists. 

1.5. We have circulated a draft of this response to our members for their 
comments. On the whole our members are in agreement but we know that 

some will be submitting their own responses that will give their particular 
perspectives. Advice UK have indicated that they do not agree with any of 
our response and we know that they too will be submitting their own. 
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2. Answers to Questions  

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? 

2.1. We think this is a good idea but would like organisations to have some 

choice as to whether or not they use the strapline. Some organisations 
may not give debt advice or may give very little and therefore not want it 
emphasised in their publicity materials. Where an organisation gives 

advice in a wide range of areas or to a particular client group they may be 
concerned that the strapline would confuse or even deter some of their 

client group because of its emphasis on just one area of their work.  

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. 

2.2. ASA are owners of the Advice Quality Standard (AQS), previously the 
General Help Quality Mark. We have not yet fully mapped your framework 

against the AQS as we would prefer to do this together with you to ensure 
that we agree about the meaning of certain terms and understand your 
expectations about how requirements are to be audited.  

2.3. However, having carried out a preliminary review, we believe that the AQS 
complies with your framework in all but one respect which is the 

requirement that an organisation should share evidence on social policy. 
We do not think it is appropriate for a quality standard to require this (see 
our answer to Question 3 below). 

2.4. With regard to membership codes we are not aware of any that meet your 
requirement of independent ownership and verification. We agree that this 

is an important principle particularly because the MAS quality framework 
will act as a gateway to funding.  For that reason we think that standards 
that cannot demonstrate independence should not be deemed compliant. 

Question 3 

Are there any quality requirements that should be included or excluded 

from the Framework? Please explain why. 

2.5. We are not convinced that a requirement to share evidence on social 
policy issues should be included in the framework. We think that social 

policy work is valuable and may be an aspiration for many agencies, 
however, it requires a considerable amount of resources to do well and 

many agencies receive no funding to do it. The fact that they do not is not 
evidence that they give poor quality advice.  
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2.6. We think that more emphasis should be placed on supervision in the 
framework. The framework recognises the importance of competence and 

training but we do not feel it goes far enough in specifying the methods by 
which the work of less qualified staff should be monitored. The Legal 
Services Commission has been monitoring the quality of work funded by 

the legal aid scheme over a number of years using its peer review 
process. We understand that in the light of this experience the LSC now 

takes the view that robust supervision by a skilled supervisor is a key 
determining factor of advice quality.  

2.7. We also think some consideration should be given to the inclusion of 

criteria that assess the quality of the advice given by agencies as we think 
that this is the most important indicator that clients are being well served. 

Having said that we know from experience that a scheme including such 
criteria is expensive to develop and roll out and therefore MAS should not 

expect standards holders to be able to introduce it immediately. However, 
we think it will be helpful if MAS makes it clear that this is what it is 
working towards. 

Questions 4-6 

Are the role profiles identified correct and reflective of best practice 

across the sector?  

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

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

2.8. We are a third tier organisation and do not give advice. We therefore do 
not have expertise in debt and will not comment in detail on the role 
profiles. We are broadly supportive of the overall approach of encouraging 

the recognition of debt advice qualifications and training, however, the 
role profiles do seem to have a lot of requirements and we question 

whether they are all necessary. 

Question 7 

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

2.9. We understand that many sole advisers often work in large organisations 
such as housing associations. In these circumstances it is organisational 

requirements and not individual requirements that are important. Sole 
workers need to be protected in their work in the event of conflicts of 
interest between what is best for the client and the interests of the 

organisation. Organisational requirements that ensure that the information 
on clients’ advice files is completely confidential and ring-fenced from the 

rest of the organisation are therefore very important. As well as this, 
individual advisers should be under a duty always to act in the best 
interests of clients. 
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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. 

2.10. Quality standards tend to contain requirements about the level of 

expertise and training of individual staff. However, they do not audit all 
individuals in an organisation to ensure that they are compliant with those 

requirements, rather they audit the organisation to ensure that their 
internal systems to ensure competence are operating properly. We think 
this is a good system and that requirements for individuals and 

requirements for organisations should be kept separate. This keeps the 
cost of auditing down which is an important consideration in the current 

financial climate.  

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? 

2.11. Cost is also an important factor in this decision. Standard owners do not 
want to place too heavy a burden on their standard holders, however, 

organisations can change quite quickly especially if staff change. It is 
therefore important not to leave too much time between audits.  

2.12. The AQS is audited every two years, however, we think that three years is 

reasonable especially considering the burden of cost and resources 
involved in an audit.  

Question 10 

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

2.13. This process will also generate a cost to standard owners which will 
ultimately be passed on to standard holders. We therefore think it should 

not be too frequent. We would favour a system which required standard 
owners to report any changes they made to MAS and the reason for those 
changes. MAS could then decide whether or not this should prompt a more 

thorough review.  

2.14. It may also be a good idea for a MAS representative to shadow a couple of 

audits each year for each accredited standard. 
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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? 

2.15. We think that this is a good idea as this will be the only way to understand 

how the standards work in practice.  
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