SERVICE USER FINANCE POLICY


SERVICE USER FINANCE POLICY – PP23
1.
INTRODUCTION

Phoenix Support strives to ensure the people it supports have as much control over the management of their finances, money and valuables as possible, while at the same time exercising our duty of care to ensure their interests are safeguarded. This policy sets out the procedures and protocols that are to be adhered to by Phoenix Support staff in order to ensure this dual responsibility is maintained.
2.
POLICY STATEMENT

It is our policy to ensure the safety and protection of our service user’s financial security, whilst ensuring their independence and financial management is promoted and encouraged at all times. The needs of service users vary considerably and as part of the determination of this Policy, the needs are classified under two key headings: 

· Vulnerable - users with no control over their finances;  
OR
· Not vulnerable - users with complete control over their finances.

3.
DEFINITION 

Within this policy and procedure, reference to money and valuables refers to all items of value that are wholly or partly looked after by Phoenix Support, in particular, the safekeeping of service users’ money and finance related documents; and to the administration of financial transactions with or on behalf of service users.

4. 
PURPOSE
This procedure applies to all of Phoenix Support’ services. All managers should ensure the procedure is applied accurately and consistently across the organisation and are advised to seek clarification directly from the General Manager if there is any aspect of the procedure that does not work as smoothly as anticipated. Under no circumstances is it permitted for a manager to deviate from the procedure without formal authorisation from the General Manager. 
5.
CONTEXT 

The Mental Capacity Act 2005 and the supporting code of practise applies to every service user and will be applied to the financial management for or on behalf of service users, where applicable. Managing service user finance will always be governed by criminal law and the Theft Act 1968 and the Fraud Act 2006 will be essential governing tools for financial management
6.
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6.0.1
Phoenix Support Senior Support Workers have a role in ensuring that every aspect of this procedure is correctly and consistently implemented within Phoenix Support’ services, for the protection of our service users’. 
6.1
ASSESSING SERVICE USER’S FINANCIAL CAPACITY
6.1.1
Within the first three months a new service user, with the finance Manager, should assess the financial capacity of that service user to determine whether they are able to manage their finances independently and if not to determine the level of support required. 
6.1.2
This assessment should take the form of a meeting at which any of the following peoples presence could be requested either with or without KCC:

· The service user

· Any legal representative, who has a role in representing the service user’s interests

· Any relative or other key people who are involved in the service user’s life

· The house/scheme manager

· The relevant service manager 

· Appointee where applicable

· Any other person(s) requested by the service user 
6.1.3
The meeting should be fully documented and signed by the assessor and where applicable other parties; the content should reflect the view of all parties’ present especially the service user’s view. The outcome of the assessment will determine whether the service user is:  
· Without capacity -The service user needs support in managing their finances.
· Has capacity - The service user is able to manage their finances with help if required and consents 
6.1.4
In the case of service users, without capacity, those present at the meeting will establish which individual or party is the most appropriate to act on the service user’s behalf and this must be recorded in the assessment document. If a service user is deemed to have capacity, they may still elect an individual to act on their behalf as appointee, if they are felt to be at risk around financial abuse. KCC care management must be informed of the outcome and take the lead in both instances. 

6.1.5
Where service users are able to manage their finances competently, there is no need for additional support in this area however, Senior Support Workers should periodically monitor the performance of the service users to ensure they are not put at risk in the event of any changes in their circumstances.
6.16
At all times, service users may elect to ask for support with financial arrangements. If required, control measures will be devised to support the person with this

6.1.6
Where service users are partially or not capable of managing their finances competently, the Finance Officer should take the following actions:
6.1.6.1
Agree a personal financial budget plan with / for the service user 
6.1.6.2
The personal financial plan should set out the amount of income expected by the service user each week/fortnight/4 weeks and the sources of the income.

6.1.6.3
The budget plan should include the amount of normal expenses expected on a 4 weekly basis or what suits the service user.

6.1.6.4
The budget plan should make allowances for exceptional spends that may be necessary for holidays or any other events that are unique to the service user.

6.1.6.5
The budget plan should be reviewed every six months by the Finance Officer, via feedback from Team Leaders and keyworkers, to determine if adjustments are necessary to reflect significant changes in the plan.

6.1.6.6
Where the actual pattern of spends and income is significantly different from the initial budget plan, the plan should be revised, and dated a printed copy will then be given to the service user.
6.1.6.7
A copy of the budget plan should be Kept in the service user file, copy on the onedrive
6.1.7
It is important that each service user’s financial assessment is reviewed periodically regardless of the conclusions in the initial assessment when someone moves in. If the Team Leader is or has been made aware of any concerns, arrangements should be made for a new assessment to take place with the Client Finance Officer/Operations Manager/ Services Manager/Care Manager (as required). A copy of this and any resulting new plan, should  be placed in the service user’s file.
6.2
ROLES IN MANAGING SERVICE USERS’ FINANCES
6.2.1
Benefits - To liaise with the relevant Benefits Agency offices to ensure that individual client’s benefits are paid directly into their nominated accounts and that building society accounts books and bank statements reflect income received by the service users.
6.2.2
Benefit Assistance comprises mainly of dealing with problems that occur on benefits already being received, also completing the periodic forms received. Client finance will also advise if they believe any additional benefits are available and assist with the application. Housing benefit is monitored and challenged if the need arises.
6.2.3
To notify any affected department if for any reason benefits are not received. 
6.2.4
Debt Assistance involves checking any letters received and discussing with the service user. If appropriate, a repayment plan is devised and any third parties contacted if necessary. If circumstances allow, the debt will be challenged in consultation with the service user.

6.2.5
Additional Support charges are worked out for any service user who is considering a supported holiday or day trip.  The amount of support required is assessed (in conjunction with support staff), and the allocated SIS hours considered. The cost of additional support is then advised to the service user.

6.2.6
Financial Mental Capacity Assessment can be carried out on any service user who has constant difficulty with their money or is unable to account for expenditure. An assessment form devised by KCC is used for this purpose.

6.2.7
Individual reviews are attended when requested by the service user or care manager, where possible.

6.2.8
Kent Card - assistance with making Kent Card payments is provided if requested by the service user
6.2.9
Supporting people forms and workbooks are completed as and when required.

6.3
SENIOR SUPPORT WORKERS
6.3.1
The following is a summary of the role of all Senior Support Workers when dealing with service users’ monies or affairs:

6.3.2
Leavers - When a service user leaves a service Senior support worker should liaise with operations and finance departments to ensure that all relevant forms are completed in relation to their leaving.  All personal property should go with the service user to their new home, and where possible signatures should be obtained on service users’ property sheets when belongings are handed over.

6.3.4
In the event of a death of a service user – The Senior Support Workers should ensure that the operations and finance departments are informed of the death and the current personal circumstances of the individual so appropriate arrangements / notifications can be made in relation to their financial affairs and personal belongings. 

6.3.5
The extent of Phoenix Support’ liability for deceased service user’s property needs to be clearly established.  Phoenix Support will continue to be responsible for the property of the service user until it is handed over to the person who obtains a Grant of Probate / Letters of Administration. Phoenix Support do not operate as executors of any will 
6.3.6
The following guidance notes should, therefore, be adhered to by all Managers:

· Check the relationship of the claimant to the deceased and that the claimant is entitled to apply for Probate / Letters of Administration

· Obtain authority from the Appointee/Care Manager to hand over the property from all eligible claimants

· Refer all matters to the Appointee/Care Manager should there appear to be any complications or anomalies.

6.4
BANK ACCOUNTS
6.4.1
Various arrangements may exist in relation to maintaining and managing individual bank/ building society accounts as follows:

6.4.2
Accounts in Service User’s Own Names - All service users have their own bank / building society/Post Office accounts they may still require a level of support to effectively manage these accounts and reconcile income to and expenditure from these accounts to ensure that bank charges are not incurred. 
6.4.3
For service users with limited financial competence, team leader should ensure the Finance Department are requested to assist to find an acceptable system This may include payments being received into the client money account or a request to KCC Client financial affairs in conjunction with the care manager.
6.4.4
Phoenix Support will not hold any bank cards or books for or on behalf of service users, unless this is specifically requested and documented. 
6.5
APPOINTEESHIP 

6.5.1
An Appointee is someone authorised by the Department for Work & Pensions (DWP) to claim, collect and use benefits on behalf of a service user who lacks the mental capacity to manage their own affairs or is at risk of/subject to financial abuse. 
6.5.2
An appointee is not appropriate if a service user is simply unable to get to the bank, building society or post office. Nor is it appropriate if they simply no longer wish to manage their own affairs. Appointeeship is also not a debt management service. 
6.5.3
An Appointee will: ( Claim benefits and sign forms for the individual; ( Collect and receive benefits, state pensions and payments; ( Make appropriate payments on behalf of the individual; ( Ensure the individual, if in residential care, receives their personal allowance; and ( Report any changes in circumstances to the DWP. 
6.5.4
An Appointee cannot: ( Receive any other types of income (than listed above); ( Deal with any capital; ( Deal with any debt; or ( Deal with debt companies/agencies 
6.6 
WHERE PHOENIX SUPPORT IS THE AGENT OF THE SERVICE USER
6.6.1
Phoenix Support does not operate as the agent of any service user, 
6.8
SAFEKEEPING, VALUABLES, BANK DETAILS AND FINANCIAL TRANSACTIONS
6.8.1
Safekeeping protocols within the houses/schemes will vary as follows:

6.9
INDIVIDUAL CASH TINS 
6.9.1
As a general guide, no more than £100 should be held in the individual's cash tin in the service at any one time. Amounts in excess of this should be paid into their account, or else spent within time limits. 
6.9.2
As each service users’ needs vary it is appropriate to ensure that financial planning is reviewed regularly, the amount each person may need to hold for any one week will depend upon their own average weekly spend, their requirements and any events, activities or purchases they may want
6.9.3
In exceptional circumstances, for example, for a holiday, it may be necessary to draw out additional cash that exceeds the general guide. This should be withdrawn no more than three working days before the holiday, held in a locked safe until required and should be returned to the account within three working days of returning if the money has not been used.  

6.9.4
Each service user must have a record book in which all cash movements to and from their money tins will be recorded.  The account should indicate the service user’s name, with columns for cash in, cash out, cash balance, and the service user’s and staff’s signature, (as assessed in the financial competency assessment).
All cash transaction entries must be recorded immediately in the record book.

6.9.5
Each service user’s record book should be checked and signed to reconcile the actual cash in the tin with the records at the beginning and the end of each shift by the outgoing and the incoming shift leaders.  Where a service user takes cash out of the tin a receipt should be signed by both the staff and the service user as a record and treated as all other receipts.  Receipts should be obtained as far as possible, bearing in mind the philosophy of ordinary living.

6.9.6
At the end of each month log sheets and receipts are sent to the Finance Officer to be checked. 
6.10
INDEPENDENT LIVING SERVICES
6.10.1
Where service users request that staff hold monies on their behalf, this should be discussed, documented and signed by all parties, taking into account the reasons why, access to the money, and the maximum amounts to be held in the service or in their flat, 

6.10.2
In such circumstances staff will undertake the principles and recording processes used within the procedures above.

6.10.3
Where service users live in their own self -contained accommodation, and wish to manage their finances independently, they should be encouraged NOT to keep a large amount of loose coins in their flat/room, in a jar/pot. They should also be supported and encouraged to participate in a monthly check on their finances with their key worker or another member of their support team 
6.10.4
This should include a check on their bank statements to assist them in ensuring that they are safeguarding access to their account(s) appropriately. Any apparent financial irregularities that cannot be explained should be notified immediately to the General Manager and discussed with the Client Finance Officer, in consultation with whom a decision will be taken as to whether the Police should be contacted.
6.10.5
Whilst Phoenix Support staff cannot insist this takes place, this support should be offered on a monthly basis and outcome recorded in the service users contact records.

6.10.6
If a service user in self-contained accommodation is going away e.g. on holiday or into hospital, they should be supported and encouraged to ensure that they do not leave large amounts of money around. Also, if any emergency access to the property is required whilst they are away, two staff members should be present throughout.

6.11
ALL SERVICES 
6.11.1
Safe keeping of Service Users valuables and bank 

6.11.2
Phoenix Support, its managers and its deputies do not have the responsibility for passbooks, bank statements, PIN numbers, cheque books and bank cards, however we should encourage and advise service users to keep these in a properly locked safe that is not accessible by others 
6.11.3
Current rules state that all service users have to keep possession of their own personal items, no deviation to this rule will be acceptable without express permission of the General Manager
6.11.6
The controls listed above, together with any further controls considered necessary to meet local circumstances, should be recorded in the form of a risk assessment and kept in the relevant section of the individual’s Individual Support Agreement. 
6.11.7
The Senior Support Worker in their role as line managers of the service should ensure the procedure set out in this document is complied with.

6.12
MANAGING WITHDRAWALS AND RECONCILING ACCOUNTS
6.12.2
All amounts withdrawn by the service user from their account should be for the purpose of meeting their own personal expenses, such as rents, personal toiletries, personal entertainment etc.

6.12.3
Under no circumstances should service users’ money be used for the benefit of staff. When staff are with a service user they must be cautious in adopting any approach that will compromise their position in so far as misuse or inappropriate use of service users’ money.
6.12.4
It is the Senior Support Worker responsibility to ensure their support staff are fully aware it is unacceptable to use service users’ money for their benefit whilst in the employment of Phoenix Support, or to accept any gifts from service users without express permission of the senior management.  
6.13
BENEFITS
6.13.1
It is the Senior Support Worker responsibility, with the client Finance Officer, to assist the service user to enquire about any delay with the Benefits Agency; records of all enquiries in writing or by telephone must be retained in the clients file.  To regularly remind that any savings held by or for any service user, does not exceed the threshold that will result in benefits being cancelled or have an effect on any future benefit applications.
6.16
SERVICE USER LOANS
6.16.1
Under no circumstances should staff lend their own personal money to a service user. Nor should loans be made from one service user to another. If a service user is suffering hardship due to unforeseen circumstances e.g. non-payment of benefits or theft, they may request assistance by way of a food parcel. 

6.16.2
Service user loans will only be considered in exceptional circumstances and after all other avenues, such as financial assistance from family or close friends or a crisis grant or loan has been investigated / applied for where possible/ available, all loans will be at the sole discretion of the Company Director
6.17
SUSPICION OF FRAUD
6.17.1
Where there is doubt about the appropriate management of service users’ money, staff should immediately alert the Client Finance Officer and the General Manager. 

6.17.2
The General Manager will plan a formal investigation within 48 hours after liaising with the Senior Management where necessary on the best line of action to take. 
6.17.3
Appointing an internal staff member or pool of staff to independently review all records and documents pertaining to the service and reporting the findings with recommendations to the senior management team, care must be taken to ensure that those involved in carrying out the investigation are not directly or indirectly involved with the management of service users’ finances, in order to mitigate against the risk of collusion.
6.17.4
Where it is necessary or evident that influence of external fraudulent activity or pressure has been asserted Phoenix Support will without delay notify the police of this activity and provide any assistance as required to ensure a complete criminal investigation is undertaken.

6.17.5
Where internal financial investigation is necessary it will be handled by a member of the senior management team this task will not be delegated but will be supported by finance Officer initially. 
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