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Background information 

The Debt Managers Standards Association Limited (DEMSA) scheme was founded in 2000 by 
three debt managers. At the time the debt management sector was unregulated and standards 
were low. The founding directors set up DEMSA in order to promote good practice in the debt 
management industry, and to protect the interests of the public and the lenders to whom they 
owe money. 

The Office of Fair Trading approached DEMSA in 2003 with an invitation to apply for an 
approved code of practice. DEMSA consumer code was finally approved in 2008.  

The Debt Managers Standards Association currently has 22 members and represents 80% of the 
commercial debt management sector by volume.  

Financial Conduct Authority legislation changes, brought in 1 April 2014, will introduce further 
regulation to the debt management sector.  

 

Audit Process 

Two qualified trading standards professionals from the Trading Standards Institute (TSI) 
completed an onsite audit in one full day.  

The audit focused on the following areas: 

 Member application process including checks carried out on prospective businesses. 

 Advice to members including general compliance with the code, staff training and 
 dealing with consumer complaints. 

 Sanctions for non complaint member businesses 

 Marketing and advertising by member businesses ² Terms and conditions and             
 pre-contractual information including cancellation rights, deposits, delivery times and 
 guarantees and warranties. 

 Customer service provisions including support for vulnerable consumers 

 Consumer complaints process including ADR 

 Customer satisfaction, information/complaints from enforcement agencies, and how 
 this information is used to develop and improve the code. 

 

Audit Summary 

 

Member Application Process 

The audit noted the membership enquiry form and the application process, which included for 
effective checks on the providence of the applicant. 

 



 

 

 

 

The audit examined: 

 The procedure for appointing new members  

 The records of audit of existing members  

 The process for completing inspections of members  

 The process of membership withdrawal 

 

Summary 

The member database is comprehensive, data was easily retrievable and no issues were found 
with missing records. The membership application process was comprehensive and well 
structured. The auditing and monitoring of members was appropriate and the process for 
withdrawal of membership was effective.  

 

New Members  

The member application process was examined. 

DEMSA membership is fairly static with one to two new members approved each year. 

All applications are processed through an initial screening check against Companies House and 
credit and director's checks and other records.  

The application process is followed by an audit carried out by the Institute of Chartered 
Accountants for England and Wales (ICAEW).  

Several new applications were checked on the member database, websites and TSI approved 
code database and no issues were found. All the membership applications and records were 
retrievable.  

 

 

Best Practice: 

It was noted that the review of a new application includes an assessment of the skills, 
knowledge and experience of the staff within the company applying to join DEMSA. 

 

 

The applicant is given a schedule of compliance actions, which they have to sign up to. 

Any case of major non-compliance must be put right before the applicant is admitted. The 
actions are followed up by DEMSA, to ensure completion. 

 

Existing Member Inspections/Audit 

DEMSA supports the Debt Management Plan Protocol introduced on 1 October 2013. The 
Protocol commits companies to no upfront fees for consumers and to spread the cost of setting  

 

 

 

 

http://www.demsa.co.uk/debt-management-plan-protocol/




 

 

 

 
The audit examined an example of a company who were using "citizens advice" as a Google 
search term for their company's website. A comprehensive file of the issues and outcome of the 
Panel's hearing was inspected, and no issues were found. 
 
The members who are expulsed from DEMSA are formally written to and required to stop using 
DEMSA and TSI logos. (The same requirement applies to members who leave the scheme 
voluntarily.) 

Three ex-members' websites were checked and none of them were listed in TSI Directory or 
displaying DEMSA or TSI logos or had any references to them on their websites. 

 

Marketing and Advertising by Member Businesses  

All members' websites, advertising and promotional materials are 



 

 

 

 

Consumer Complaints Process 

The complaints process for DEMSA was examined. The complaint records were found to be 
comprehensive, with access to all of the relevant correspondence being provided. The customer 
complaint workflow was examined and found to be comprehensive and clear.  

There did not appear to be any undue delay in the processing of any of the complaints reviewed. 

The audit found out the following: 

 The complaints records are kept on a spreadsheet.  

 The main areas for complaints are: 

1. Service issues (50% plus) 

2. End of term of plan issues 

3. Beginning of plan issues 

4. Adequacy of information provided (generally pre-contractual) 

 According to the DEMSA Code of Conduct (section 21 and 23), all members must disclose 
on their websites and on their paperwork that they are members of DEMSA and the TSI 
Consumer Codes Approval Scheme and show clearly how the consumers can complain.  

 DEMSA members send leaflet




