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The Network Quality Assurance Framework - summary of proposed changes 
 

These proposals have been developed through the Quality Review process whereby Age UK 

local partners, and colleagues from the nations have worked together over the last eighteen 

months to review and improve our shared approach to quality as a Network. 

 

Most of the proposals are about tweaking and improving what we have now to make our 

Network approach to quality simpler and less demanding on your time: 

• Making our existing shared standards less prescriptive. We can all meet the same high 

standards without having to do exactly the same things in the same way. 

• Reducing the amount of time you will need to spend preparing for assessment. 

• Using simple electronic forms to meet the existing quality reporting requirements and 

introducing more regular confirmation checks to reduce the burden of external assessment. 

 

Some of the proposals are about bringing greater consistency and transparency to our 

existing Quality Assurance processes: 

• Extending the current Charity Quality Standard (CQS) compliance regime across the whole 

Network Quality Assurance Framework to ensure a consistent, proportionate approach that 

is focused on improvement not punishment. 

• Introducing a shadow Independent Quality Panel of external experts to increase the 

independence and impartiality of decision making around quality and compliance. 

 

And others are new: 

• Introducing a new self-assessed Core Quality Standard for Services that recognises local 

variation in the services we deliver and how we deliver them. 

• Considering quality more from the perspective of the people we engage with by asking for 

satisfaction scores and providing a means to measure this. 

• Providing tools to help our organisations assess the impact of key changes on our quality 

and give partners confidence to deliver services together. 

• Working together to develop a scheme to recognise excellence and share good practice. 

 

These proposals will apply to all members of the Age UK network – Age UK, nations and 

local partners in England and Wales. 

 

Here is a summary of the detailed proposals in the consultation paper and the page they’re on: 

Improving our existing shared standards (page 7): 

• Making the CQS expectations less prescriptive, more continuous improvement focused and 

providing more passporting options. 

• Splitting the Information & Advice Quality Programme (IAQP) benchmarks into two slimmer 

standards – Quality of Advice Standard and Quality of Information & Signposting Standard, 

recognising that some partners are no longer able to provide advice / provide it via various 

services. Your organisation will only be assessed against what it actually delivers. 

• Removing duplication between the CQS and IAQP. 

Introducing standards for Services (pages 7, 8, 9):  

• Asking each of our organisations to sign up to a generic Core Quality Standard for Services. 

This will be self-assessed at the frequency decided by your organisation and you won’t 

need to share the results, unless it’s a requirement of programme funding. 
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• Working with the Services for Older People Committee to identify any specific service 

standards that we need as a Network and using external standards where they exist. 

Improving our external assessment processes (page 8): 

• Ensuring the assessors understand the context that your individual organisation is operating 

in so their approach is more ‘bespoke’ to your organisation. 

• Removing the requirement to submit documents in advance and organise focus groups for 

the CQS and making the assessment more conversational / observational. 

• Using a more slimline management review (advice essential elements only) to assess ‘the 

giving of advice’ benchmarks of IAQP and more regular review of smaller file samples for 

Quality of Advice, to help spot any wrong advice sooner and prevent certification lapses.  

• Working with partners to pilot a new approach to assessing Information & Signposting in 

2022. Likely to involve self-assessment with mystery shop. 

Assessing quality at key points of change (page 9): 

• Requesting completion of a CQS or Core Quality Standard for Services self-assessment - 

as appropriate, after a major point of change (merger, appointment of new CEO, new 

service manager etc) to help your organisation assess any impact on quality practices and 

request support if needed. 

• Encouraging partners that want to work together to deliver services to use the Core Quality 

Standard for Services self-assessment to help demonstrate to one another that they meet 

the core quality requirements. 

• Asking any partner that requests to fill a ‘gap area’ to complete and submit a self-

assessment to reassure their neighbouring partners that they will deliver services in that 

area to the agreed Network Quality Standard. 

Considering quality from the perspective of the people we engage with (page 9 – 10): 

• Asking each of our organisations to share its annual satisfaction score. 

• Providing each of our organisations with the option to use a satisfaction survey template. 

Your organisation can decide who to send it to / when etc and will be able to see your own 

results and analysis in ‘real time’. 

Improving our quality reporting (pages 10 – 11): 

• Replacing the quality questions in the Partner Information Return / providing a mechanism 

for meeting the BPA serious incident reporting requirement with two simple on-line forms. 

• Introducing a simple ‘quarterly confirmation’ form to help you identify potential quality issues 

more quickly and reduce the weight of record checking during external assessment visits. 

• Providing the functionality for your organisation to analyse and run reports on the 

information that you provide to support your own internal quality assurance processes.   

Celebrating excellence and sharing good practice (page 11): 

• Working with partners to develop a scheme for formally recognising excellence and sharing 

good practice in the Network. 

Improving the compliance process (pages 13 – 14): 

• Extending the proportionate risk based approach of the CQS across the Quality Framework. 

• Ensuring appropriate improvement action is taken if critical quality concerns are identified. 

• Providing a more escalating approach to compliance that ensures terminating a BPA is no 

longer the only option for addressing serious quality issues. 

Improving governance by increasing transparency of decision making (pages 14 – 15): 

• Introducing a shadow Independent Quality Panel to inform decision making about 

recognising excellence and compliance. This will be a group of people with quality expertise 

from outside of the Network to ensure no conflict of interest or partiality. 
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What will these proposals mean for your organisation? 

The proposals will bring some changes / new aspects to our shared Network Quality Standards 

and assessment processes. The table below shows what the framework would mean in practice 

in terms of what your organisation would need to do and when. 

 

Standards Charity 
Quality 
Standard 

Quality of 
Advice 
Standard 

Quality of 
Information & 
Signposting 
Standard 

Core Quality 
Standard for 
Services 

Standards 
for Specific 
Services 

Remit Organisational 
Quality 

Advice giving Information & 
Signposting 
provision 

All services Specific 
services 

What is the 
commitment 

Continuation of your existing 
commitment to meet the 

standards and have an external 
assessment. 

Giving a commitment to meet the Standards.  

Frequency 
of 
assessment 

Three yearly 
external 
assessment.  
Annual self-
assessment. 

Three yearly 
assessment of 
service 
management 
(including 
mystery shop). 
Review of advice 
files 1-3 times 
over 3 year 
certification. 

To be 
determined via 
pilot with 
partners. 

To be 
determined by 
your 
organisation. 

To be 
determined by 
your 
organisation. 

Assessment 
method 

Self-
assessment 
and External 
Assessment.  

External 
assessment. 

To be agreed. Self-
assessment. 

Self-
assessment / 
use of 
external 
standard. 

What does 
assessment 
involve? 

Completion of 
initial self-
assessment.  
1.5 day 
external 
assessment:  

• Stage 1 
(half day) 
all virtual 

• Stage 2 
(full day) 
virtual or 
on site. 

Annual self-
assessment. 

1 day external 
assessment of 
management of 
advice (site visit / 
remote 
assessment).  
Mystery 
shopping in 
agreed 2 week 
timeframe. 
External 
assessment of 
quality of advice, 
reviewing case-
notes.  

To be agreed 
but anticipate 
use of self-
assessment 
form and 
mystery shop. 
 

Use of self-
assessment 
form. Which 
services to be 
assessed / 
frequency, to 
be determined 
by your 
organisation.  
Initially 
meeting 4 of 
the 8 key 
quality areas, 
moving to all 8 
within 12 
months of 
launch. 

Use of self-
assessment 
form at a 
frequency to 
be determined 
by your 
organisation 
or use of 
external 
standard.  

Ongoing 
activity 

Quarterly confirmation form – takes approx. 5 - 10 minutes to complete the form. 
Annual confirmation form – takes approx. 5 - 10 minutes to complete the form. 
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Next steps: 

 

To see more detail of the proposals and background to the changes, you can: 

• Read the full consultation document.  

• Join us at a webinar session.  

These will be held on: 

o Monday 7 February 2pm – 3pm  

o Monday 21 February 11am – 12pm 

o Monday 7 March 2pm – 3pm   

To book a place, visit: https://www.eventbrite.co.uk/e/network-quality-assurance-framework-

consultation-webinar-tickets-245859461267 

• Invite a member of the Quality Team to a Board / managers meeting to discuss the 

proposals in more detail by e-mailing quality@ageuk.org.uk  

• Invite a member of the Quality Team to attend your regional meeting. Let us know by e-

mailing quality@ageuk.org.uk  

 

 

We would really like to hear your views on the extent to which the proposed changes around 

Quality Assurance: 

• Will help to improve organisational and service quality in the Network 

• Will help your organisation feel assured that it is meeting the Network standards 

• Give you confidence that support will be available to help partners improve their quality 

• Will help your organisation take a more continuous improvement approach to quality 

 

We would also like to hear: 

• If there are any other measures you would like to see added to the Network Quality 

Assurance Framework  

• If you have any concerns about how your organisation would meet / evidence the quality 

standards.  

 

You can share your feedback by: 

• completing the electronic feedback Form here 

https://forms.office.com/Pages/ResponsePage.aspx?id=SB0-

FBaIvEeD3nw9rCcOL739ljn0c19CqS7r9JuyoIBUQVpLUVo0NU1GQlExS1I4RVMwV1c2UU

xGVi4u  

• e-mailing your feedback to your regional AEA EC representative 

 

 

Please provide your consultation response before 18 March. 

Age UK and the AEA EC will then review the feedback received and identify any changes or 

further work required before launching the updated Network Quality Assurance Framework. 

 

https://eur02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.eventbrite.co.uk%2Fe%2Fnetwork-quality-assurance-framework-consultation-webinar-tickets-245859461267&data=04%7C01%7CHeather.Stephenson%40ageuk.org.uk%7C0877f2b2cc774d26713608d9d74453b7%7C143e1d48881647bc83de7c3dac270e2f%7C0%7C0%7C637777510728560572%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000&sdata=hCbdybspTOqvBM%2BCAR3ear0NkSYoUb3uwbV6TAg6P7k%3D&reserved=0
https://eur02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.eventbrite.co.uk%2Fe%2Fnetwork-quality-assurance-framework-consultation-webinar-tickets-245859461267&data=04%7C01%7CHeather.Stephenson%40ageuk.org.uk%7C0877f2b2cc774d26713608d9d74453b7%7C143e1d48881647bc83de7c3dac270e2f%7C0%7C0%7C637777510728560572%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000&sdata=hCbdybspTOqvBM%2BCAR3ear0NkSYoUb3uwbV6TAg6P7k%3D&reserved=0
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