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Year 3 verification outcome report   

 

The Leadership self-assessment (LSA) runs on a 3 year cycle. Year 3 usually requires 

a site visit to be part of the process. Due to measures introduced in response to 

COVID-19, this was not possible and the process was conducted remotely. 

 

You sent in the documents requested and the evidence tracker, and I’ve considered 

other data available within Citizens Advice or publicly. We also talked about some of 

the systems and procedures you operate. I may also have relied upon your own 

scoring and drawn upon your past performance in an area or against an indicator to 

inform my assessment. The results should be read in the context of the temporarily 

changed process.  
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Leadership area Self-

assessed 

score (0-5)  

Confirmed 

score (0-5) 

1. Governance  

You do everything under satisfactory leadership and can show 

this easily and can provide the evidence required by external 

quality marks.  In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

Areas of strength and areas for action 

The Evidence presented demonstrates that you are meeting your obligations as a 

charity and a limited company. Your organisation has a President, which adds value, 

and which has a defined role that does not impinge upon the authority of the directors 

or operation of the board. Your last board appraisal was in July 2019, which 

incorporated a skills audit, and, because of the Covid-19 situation, you have scheduled 

the next event for the autumn of 2020. Staff and volunteer input to the appraisal last 

year was very low. We had an extensive discussion around the board, where you 

commented that the board had risen to the challenges presented during the period 

under review. You illustrated how you had monitored and managed potential conflicts 

and or interests, and how you do not have any directors involved in funding decisions, 

although one director is a community councillor. We had a further discussion around 

the board. Board minutes are accurate, provided to the board in good time for 

meetings, and continue to be bilingual. There are currently 8 directors, of which 3, the 

officers you say, are pretty active all of the time, and the remainder less so. This is a 

dynamic I would like you to work on. 

 

You detailed how you had explored issues with one of my colleagues around GDPR and 

Citizens Advice’s guidance. 

 

At the next assessment, I will look at how your development objectives around involving 

board members have progressed, how you have considered the results of your board 

appraisal, and at any plans you have for succession to officer posts on the board. 

 

You should reflect risk arising from having a small active core on the board in your risk 

register. 

 

I confirm your score as 5. 
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2. Strategic business planning 

You do everything under satisfactory leadership and can show 

this easily and can provide the evidence required by external 

quality marks.  In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

Areas of strength and areas for action 

Your revised business plan was approved on 17 June 2020. In the year leading up to 

this, it is clear from supporting documents that your strategic priorities never left the 

board agenda and were extensively discussed , in particular, the implications of the new 

funding arrangements in Wales and the consequences for your service delivery 

featured throughout. From our discussion, you're very mindful of the North Wales 

dimension in the new model. You have taken care to reflect the expectations on your 

service delivery, the requirements of funders and other stakeholders in relation to the 

resources available or yet to be sought which support those activities. A good example 

of this, was your development of a bid for a legal clinic where you undertook extensive 

consultation. 

 

You have shown how in the past year that you have shifted focus from small local bids 

to more significant regional funding opportunities as these are potentially more fruitful 

and labour saving. You described the mechanism for your board reviewing complaints 

to identify trends following a review in 2018 by one of your directors.  

 

You summarised your strategic approach as “considering the principles of what we 

should be trying to do before getting involved in the detail…” which I think is best 

practice. 

 

● I recommend that you consider how you can better highlight Wales objectives in 

your business plan, and I will look at this next assessment. 

● You should flesh out as much as possible your years 2 and 3 financial 

projections. 

 

From the evidence provided. I think that you do all of the Good or Excellent indicators 

and can show this, so I am scoring you a 5. 

3. Risk management 

You do everything under satisfactory leadership and can show 

this easily and can provide the evidence required by external 

quality marks.  In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

You are mindful of risk across your range of activities, and have a risk register which is 

updated at least annually.  I would recommend, in view of the competitive world in 

which you operate, that you do not include the risk register as part of a business plan.  

You indicated that you follow GDPR guidance and good practice, and the 

Communications you had with my colleague in the responsible department at Citizens 
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Advice, indicate that you will put a great deal into this. All of the responsibilities under 

the regime are covered. You do all of the satisfactory and passporting indicators,  and 

you provided evidence that you meet all of your responsibilities under the Welsh 

Language Scheme 

 

The evidence that you comply with competition protocols was strong as you could point 

to external training involving the chief executive and the chair around the Welsh 

Government SAF application process. You have a risk management strategy which I've 

seen, together with an analysis of your competitors, which you have done jointly with 

other North Wales services.  

 

You do all the Good or Excellent indicators, so I am scoring you 5. 

 

● In order to consolidate your score at the next assessment, I recommend that you 

carry out a competitor analysis in your own right. 

 

I recommend, if you have not already done so, that you review this attached guidance 

relating to data protection and coronavirus over the period that services are impacted by 

Coronavirus.  

4. Financial management 

You do everything under satisfactory leadership and can show 

this easily and can provide the evidence required by external 

quality marks.  In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

I was able to verify that you meet all requirements around statutory Financial Reporting 

and you have complied with the FHM regime. You formulated the draft budget and 

adopted it. It is clear that the board has had consistent financial information presented 

to it in a timely way so that it can be considered at board meetings. You have 

demonstrated how you recognise that there are circumstances where you need 

approval for fee charging services, but you don't currently operate any. Financial 

procedures were updated. 

 

The documentation you provided shows that you do all the Good or Excellent 

indicators: as an example, you described how the role of your financial scrutineers had 

changed, commented that the new practice had worked well, and that it has now been 

adopted going forward.  

 

In order to ensure that you meet the passporting indicators at the next assessment, you 

will need to 

● carry out a 2020 review of financial procedures 

● review of your reserves policy for 2020, and record that in board minutes. 

 

I have scored you 5 for this area. 

https://www.citizensadvice.org.uk/digital-workplace/coronavirus-resources-for-our-service/data-protection-and-coronavirus/


 

4 

5. People management 

You do everything under satisfactory leadership and can show 

this easily and can provide the evidence required by external 

quality marks.  In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

Quality area 5 may present some issues in a remote assessment as we may not be able 

to see all of the evidence we would normally have at a site visit. Client facing staff and 

volunteers are accredited and trained appropriately with respect to money advice. You 

have been reviewing how changing working methods have impacted upon staff and 

volunteers because of the Covi-19 crisis. 

 

You do all of the Good or Excellent indicators, bar one, PMG5. I explained how this 

concerns having an organisational behaviours framework and not just the usual 

personnel policies .In the next version of leadership self assessment, the indicator will 

be clarified in this respect,  we may be able to identify some tools which we'll 

incorporate into  guidance. This does not affect your score. Of the remaining indicators, 

of particular note, you described action planning that arises from the People Survey 

outcomes, and how since 2017, this has devolved to supervisors, but with board 

oversight. Each year this results in a forum In which you get good engagement, of 

course this year's  event had to be virtual. Your Survey results are increasingly positive. 

 

I confirm your 5 score. 

 

● If you wish to consolidate your score, you may wish to explore organisational 

behaviours frameworks and I suggest that you speak to your Relationship Officer 

concerning this. 

You have changed your operating model in response to Covid-19, and it’s highly likely this will 

have entailed some on-the-job training and development for everyone. I suggest you capture 

this, perhaps by completing learning diaries, as the information will help you when the time 

comes to reflect on, celebrate and learn from the contribution that staff, volunteers and 

trustees have made to keeping the service going over this challenging period. 

6. Operational performance management 

You do everything under satisfactory leadership and can show 

this easily and can provide the evidence required by external 

quality marks.  In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

Quality area 6 may present some issues in a remote assessment as we may not be able 

to see all of the evidence we would normally have at a site visit. Your completion of the 

evidence tracker was not as detailed as in the other quality areas. However,  based on 

your track record in this area, and the absence of contra evidence, I am maintaining 

your 5 score from the last assessment. 
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It is noted that you are mindful of the impact of Covid-19 in respect of service to those 

clients particularly rural ones, who expect face-to-face service of their language choice 

options. You reflected in the tracker on home the crisis has catalysed discussions 

around your environmental policy i.e. conducting virtual meetings. In an organisation 

covering a large geographical footprint from different sites, this could be quite 

significant,  to look at how this has developed at the next assessment. 

7. Partnership working 

You do everything under satisfactory leadership and can show 

this easily and can provide the evidence required by external 

quality marks.  In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

Areas of strength and areas for action 

You operate in a highly competitive environment within the region and seek to work 

collaboratively with other service chief executives both in the North and across Wales. It 

is noted that, during the year under review, you did canvas the views of partners and 

funders, but had little feedback. You have Clear processes for referral with a wide range 

of partners, and your chief officer chairs the multi-agency welfare reform group and 

participates in Digital Gwynedd and is on the county’s Council Voluntary Sector Liaison 

Group. 

 

I confirm your 5 score. 

8. Research and campaigns 

You do everything under satisfactory leadership and can show 

this easily. In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

You included research and campaigning activities in your business plan and have the 

infrastructure to support this. You illustrated in the tracker the wide range of political 

representatives, providers, and influencers that you have had contact with, and the 

means by which you seek to promote and  publicise the activity. Local work has 

included activity around redundancies at a large local employer. You encouraged your 

own staff and volunteers to contact candidates prior to the general election in 2019. 

Media representation is shared which is good practice and you cited the example or 

involvement of your chair and a volunteer in respect of your statement on climate 

change from your AGM. Noteworthy was your gathering of client views and testimonies 

when you were developing your proposals for a law clinic. 

 

You have maintained your strong performance in this activity, and I am scoring you at 5. 
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9. Equality leadership 

You do everything under satisfactory leadership and can show 

this easily and can provide the evidence required by external 

quality marks.  In addition you do half or more than half of what 

counts as good or excellent leadership. 

5 5 

Your equalities priorities are set out in your current business plan. You described the 

dynamics of providing alternative language provision for clients i.e. where you use 

external organisations. You  showed how within North Wales different citizens Advice 

services are taking the lead on improving relationships with other providers, e.g  

Gwynedd will lead on mental health, disability, and substance abuse. You are a hate 

crime reporting centre, carry out the ASK process, and promote the outcomes of your 

work in relation to inequality, discrimination, and human rights. 

 

● On this occasion, you could point to your involvement in the SAF bidding process 

for evidence of equality impact assessments. You haven't seen the results of this 

exercise yet. At the next assessment, I will look to see if you've developed the two in 

respective your own activities. 

 

I am confirming you as a 5. 

 

Self-assessed 

leadership rating, 

if available 

Confirmed 

leadership rating 

Self-assessed 

equality 

leadership rating, , 

if available 

Confirmed 

equality 

leadership rating 

Green Green Green Green 

Agreed timescale for action following a red or amber rating N/A 

 

Outcome 

 

Subject to the limitations mentioned above, the organisation has provided the evidence 

needed to demonstrate excellent leadership in all areas. The Advice Quality Standard 

(April 2020, Version 3) should be awarded at the following level: Advice with Casework in 

Debt, Disability, Employment, Housing, and Welfare Benefits; and Telephone services. 

 

 


