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D07b 

Financial protection procedure for managers 

This document is provided to Crossroads Care Hertfordshire North (now referred to as ‘the 
organisation’) as a Network Partner of Carers Trust. 
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1.0 SCOPE 
1.1 See policy D07a for details. 
 
1.2 Within this procedure: 

 where reference is made to ‘service users’, the associated text refers to parents and 
carers as well as to people of all ages with care needs 

 where reference is made to ‘staff’, the term includes volunteers as appropriate to the 
context and their use within the organisation. 

 
2.0 RESPONSIBILITIES OF MANAGERS 
2.1 Managers are responsible for ensuring that staff adhere to the financial protection policy, 
procedure and guidance documents and to the organisation’s code of conduct.  
 
2.2 To protect the financial interests and property of service users, managers will ensure:   

 staff maintain clear, accurate, complete, formal records of all financial transactions 
involving service users - see 5.0 below 

 personal information (held electronically or paper-based) is handled and stored in 
accordance with the Data Protection Act (2018) – see data protection procedure (A03b).  
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2.3 Managers will ensure that all situations in which staff are involved with handling a person’s 
money or finances are subject to ongoing monitoring and scrutiny, for example through regular 
audits and staff supervision.  
 
2.4 Managers will ensure both service users and staff are informed of their organisation’s gifts 
policy and that staff receive guidance on how to decline gifts where required to do so.  
  
3.0 CASH HANDLING AND OTHER FINANCIAL ACTIVITIES 
3.1 Managers will ensure staff: 

 respect each person’s right to spend their money as they wish and to keep their financial 
affairs private 

 start from the assumption that people with care needs can manage their own financial 
affairs, unless there is evidence to the contrary 

 make every effort to assist people with care needs to make their own financial decisions  

 only become involved in supporting people with care needs with cash handling or other 
financial activities when it has been assessed as necessary and is documented in the 
person’s care and support plan that they are authorised to do so. 

 
3.2 At the initial assessment visit, the care planner / assessor will discuss with the person with 
care needs and / or their parent / carer / person lawfully acting on their behalf (as appropriate) 
whether they require support with their finances. This could be necessary for a variety of 
reasons, such as: 

 the person with care needs does not want to retain control of their finances 

 they lack the mental capacity to do so 

 they have physical disabilities that result in them needing practical support. 
 
3.3 If the person with care needs lacks capacity to take responsibility for their own financial 
affairs, any decisions taken on their behalf must in their best interests and in accordance with 
the principles of the Mental Capacity Act code of conduct (see Autonomy and independence 
policy D04 for details). 
 
3.4 People with care needs may require only temporary support with their finances and where 
this is the case it will be clearly recorded, so that the service can be re-assessed and 
discontinued as soon as it is no longer required. 
 
3.5 Staff involvement in the financial activities of a person with care needs places that person at 
risk of financial abuse and exploitation by dishonest staff, and staff at risk of allegations of theft 
or financial abuse. Such involvement must be: 

 handled according to clear, agreed, documented guidelines, following a full assessment 
of risk 

 authorised by a manager, with details included in the care and support plan and full 
records kept. 

 
3.6 If a person with care needs expresses concerns about behaviours such as gambling that 
are leading to financial (or other) difficulties or distress, and asks for help to manage those 
behaviours, the care planner / assessor will discuss what support might be available (for 
example, referral to an appropriate agency). Information relevant to the care and support to be 
provided by the organisation’s staff will be included in the person’s care and support plan and 
staff informed of any action required.   
 

http://www.xrds.org.uk/dsweb/View/Collection-885
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3.6 Cash handling 
3.6.1 It is recommended that, at initial assessment, the care planner / assessor advises service 
users to keep their money and valuables in a secure place and not to leave them lying around 
when staff are visiting their home.  
 
3.6.2 Details of the processes staff are required to follow when handling a service user’s money 
(for example during accompanied or unaccompanied shopping, when collecting pensions or  
paying bills), are documented in the financial protection guidance (D10c and D10d).  
 
3.6.3 Staff are insured to carry only limited amounts of a person’s money for them (for example 
when collecting a pension on their behalf). Details of all such activities will be recorded in the 
risk assessment and care and support plan and the amount of cash carried will be kept within 
the organisation’s current insurance limits. 
 
3.7 Chip and PIN (Personal Identification Number) and contactless card transactions 
3.7.1 It is anticipated that where a person with care needs help to carry out chip and PIN 
transactions or to use a contactless card, their parent, carer, a family member, friend or 
advocate will assist. In normal circumstances staff are not permitted to gain access to or enter 
the PIN numbers of cards (including debit, credit, prepaid or pension cards) or to use 
contactless cards belonging to service users.  
 
3.7.2 If a person with care needs and / or their parent / carer / person lawfully acting on their 
behalf asks the care planner / assessor if staff can help them to enter their PIN when using a 
card or to enter it on their behalf or to operate a contactless card for them, the care planner / 
assessor will need to establish whether a sufficiently robust system can be set up to protect 
both the person with care needs and the staff members involved. This could include, for 
example, setting up a dedicated bank account (including debit card) that: 

 does not give staff access to the person’s general funds 

 contains a minimal balance to be used for specific transactions only 

 is accessed by named members of staff only 

 is not used by any other person (for example family members). 
Staff would then be required to obtain an initial balance receipt before a transaction, a receipt 
for the actual transaction and a final balance receipt after the transaction is complete. 
 
3.8 Online / remote shopping 
3.8.1 Managers must establish safe and effective systems to ensure that, if staff are helping a 
person with care needs to shop remotely (for example by telephone) or online, they DO NOT 
hold or gain access to that person’s: 

 computer or teleshopping passwords 

 credit or debit card account numbers, sort codes or security numbers, unless using a 
dedicated debit card as outlined in 3.7.2 above. 

 
3.9 Online banking 
3.9.1 Staff are NOT PERMITTED to assist service users with online banking and must not: 

 gain access to computer passwords and online banking pass codes 

 view online banking activities that give them access to bank account details. 
 
3.10 Re-assessment and review 
3.10.1 Where a person with care needs develops difficulties dealing with their finances (for 
example as a result of confusion or reduced mental capacity), the care planner / assessor will  

http://www.xrds.org.uk/dsweb/View/Collection-1921
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carry out a re-assessment of their requirements. They will: 

 discuss the matter with the person with care needs in a way they can understand, 
supporting them to make decisions where possible 

 consult with their parent / carer / person lawfully acting on their behalf and where 
necessary relevant professionals (for example the person’s social worker or general 
practitioner) to ensure decisions taken are in the person’s best interests (see autonomy 
and independence policy D04 for details). 

The agreed outcome of discussions will be documented in the person’s care and support plan. 
 
3.10.2 All arrangements regarding cash handling and other financial activities will be routinely 
reviewed and updated annually or when needs or circumstances change, whichever is sooner, 
to ensure they remain valid. 
 
4.0 CASH PAYMENTS AND DONATIONS 
4.1 Managers will ensure that, wherever possible, service users use one of the following 
methods of payment for services received:  

 electronic 

 cheque sent by post 

 cash payment delivered to the office by the service user or their representative. 
 
4.2 Where staff are required to transport a cash payment to the organisation’s office on behalf 
of a service user, the manager needs to ensure that full details of the task are documented in 
the care and support plan. Staff will be required to: 

 check the amount of money with the service user 

 provide the service user with a receipt for cash taken  

 record the task on the client report form in the home 

 deliver the cash to the organisation’s office at the earliest convenient moment. 
 

The amount of cash delivered must be verified by a nominated staff member in the office who 
will provide the staff member who brought it with a receipt as proof of delivery. 
 
4.3 When a service user wishes to donate to the organisation, the same considerations apply as 
outlined in 4.1 - 4.2 above. 
 
5.0 RECORD KEEPING 
5.1 It is essential that when staff are involved in handling money or assisting with other financial 
activities (as outlined in 3.0 above), they are trained to keep clear, accurate, complete records.  
 
5.2 Managers will have safe, effective systems in place that provide an adequate audit trail of all 
financial activities undertaken by staff with or on behalf of service users (including on-line 
activities, handling receipts, statements and other evidence of transactions). 
 
6.0 GIFTS AND LEGACIES 
6.1 If the organisation allows its staff to receive personal gifts from service users, managers will 
instruct them that:  

 they are not permitted to accept gifts (including gift vouchers) valued at more than the 
limit determined by the organisation’s board of trustees (recommended £20 maximum) 

 gifts of cash are not permitted under any circumstances 

 they are required to declare accepted gifts to their line manager straight away. 
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6.2 Managers will maintain a ‘Record of Gifts Book’, recording details of gifts received, the date 
they were given, their monetary value and the signature of the recipient.  
 
6.3 It is recommended that staff also inform their line manager if they have been offered a gift 
but declined to accept it, and the reason for this. Managers will keep a record of the incident. 
  
6.4 Staff are not permitted to become a beneficiary of a will, be involved in the making of a will 
or in soliciting any form of bequest or legacy from a service user. 
 
7.0 PROTECTION OF SERVICE USERS’ PROPERTY  
7.1 Managers will inform staff they have a responsibility to safeguard a service user’s property 
and belongings while providing a service and to report any loss or damage to their line manager 
/ the person on call without delay. 
 
7.2 Accidental breakages will be dealt with according to the organisation’s insurance package.  
 
8.0 FINANCIAL IRREGULARITIES 
8.1 Managers are required to have robust systems in place to handle alleged financial 
irregularities, ensuring they are dealt with effectively, objectively and confidentially. 
 
8.2 Reporting responsibilities 
8.2.1 Any staff member who suspects that a service user is being financially abused (see 
Appendix 1) is required to report their suspicions immediately to their line manager as set out in 
the adults’ and children’s safeguarding documents (B05, C01). 
 
8.2.2 Anyone who suspects financial irregularities or corruption by a member of staff is required 
to report their suspicions immediately to the appropriate manager as set out in the 
organisation’s whistleblowing policy. 
 
8.2.3 Managers are required to notify the police immediately if an illegal act (such as the 
mishandling of service user’s money or financial affairs, dishonesty, theft or fraud) has been / is 
suspected of having been committed, including by staff, trustees, volunteers, service users, 
their families, friends or the general public.  
 
8.2.4 Managers have a responsibility to report to the relevant professional body and / or to the 
police, professionals from other agencies whom they suspect of being involved in a criminal act. 
 
8.3 Investigating 
 8.3.1 All financial / suspected financial irregularities or allegations must be investigated by the 
manager according to the organisation’s complaints, disciplinary and/or whistleblowing policies.  
 
8.3.2 Within the organisation, if the person concerned is: 

 an employee, the matter will be dealt with using the organisation’s disciplinary policy 

 a volunteer, it will be handled through the organisation’s policy on inappropriate 
behaviour by a volunteer 

 a trustee, it will be dealt with as set out in the organisation’s governing document.  
 
8.3.3 Managers will ensure staff co-operate fully with and make documents available to the 
police upon investigation of any allegations of financial irregularities. 
 

http://www.xrds.org.uk/dsweb/View/Collection-1969
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8.4 Conflict of interest 
8.4.1 Managers are required to have safe and effective systems in place whereby staff declare 
in writing any financial or business arrangements they have that may conflict with or 
compromise their ability to become involved in the financial affairs of a service user honestly 
and impartially. Examples include: 

 staff with an interest or involvement in another organisation providing care and support 
services or responsible for commissioning or contracting those services 

 staff with a partner or  close family member/s engaged in businesses providing 
domiciliary, day, residential or nursing care.  

 
8.4.2 The registered manager will keep a register that is open to inspection of all declared 
interest or involvement. 
 
9.0 SIGNPOSTING 
9.1 Managers will instruct staff that: 

 they are not allowed to give financial advice or information to service users other than 
that which would reasonably be required as part of fulfilling their duty of care as set out in 
the care and support plan 

 they direct service users seeking financial advice to the appropriate manager within the 
organisation who will signpost them to agencies offering impartial independent financial 
advice (for example, a local Citizens Advice Bureau or law society). 

 
10.0 FUNDRAISING (OR OTHER) EVENTS 
10.1 Prior to holding an event, managers are required to carry out a risk assessment to identify 
potential hazards, including the handling, storage and transit of large amounts of cash.  
 
10.2 Where it is anticipated that an event will raise over £750, specific insurance cover must be 
obtained before going ahead. The manager will contact the organisation’s insurers who will 
require details of the following: 

 the money limit needed for insurance purposes 

 the system to be used for the storage of money whilst the event is in progress 

 the arrangements for the transport of money before and after the event 

 where and how money will be stored (for example overnight or at a weekend), prior to 
banking.  
 

10.3 If insurance cover is agreed, an additional insurance premium may be required, dependent 
on the money limit requested. 
 
10.4 All cash and cheques must be banked as soon as possible following the event.  
 
10.5 In addition, if the organisation is proposing to hold any event that involves high risk 
activities, they will require specific insurance cover before going ahead. “High risk activities” 
includes for example: 

 “It’s a knockout” type events 

  activities using plastic inflatables 

  bouncy castles                                                                  
(The list is not exhaustive). 

 



Carers Trust  Financial protection procedure  
 

 
© Carers Trust 2019 
 
 

7 of 8 

The organisation will need to undertake a detailed risk assessment that must be submitted 
along with proposed plans to their insurers who will decide whether specific insurance cover can 
be provided. 
 
11.0 LEARNING AND DEVELOPMENT  
11.1 General learning and development requirements relating to the financial protection policy, 
procedure and guidance for staff are contained in the learning and development policy 
documents (E13).  
 
11.2 Managers are responsible for assessing the roles undertaken by volunteers within their 
organisation and the level of briefing / induction / training those volunteers require in relation to 
the financial protection guidance for volunteers (D10d). 
 
12.0 ACCEPTANCE 
12.1 Managers, care planners / assessors and other staff members involved in the 
implementation of this procedure are required to evidence that they have received, read and 
understood its contents. 
 Evidence required: 

title and reference number of document 

 printed name and signature of staff member 

 job title 

 date. 
 
12.2 Responsibility for following this procedure rests with the individual staff member. Failure to 
do so may result in disciplinary proceedings. 
 
 
APPENDIX 1 
FINANCIAL OR MATERIAL ABUSE 
This can include: 

 theft of money or possessions  
 misappropriation of property 
 fraud, internet scamming 
 preventing a person from accessing their own money, benefits or assets 
 employees taking a loan from a person using the service 
 undue pressure, duress, threat or influence put on the person in connection with 

loans, wills, property, inheritance or financial transactions 
 arranging less care than is needed to save money in order to maximise inheritance  
 denying assistance to manage / monitor financial affairs 
 denying assistance to access benefits 
 misuse of personal allowance in a care home  
 misuse of benefits or direct payments in a family home 
 someone moving into a person’s home and living rent free without agreement or 

under duress 
 false representation, using another person's bank account, cards or documents 
 exploitation of a person’s money or assets (for example unauthorised use of a car) 
 misuse of a power of attorney, deputy, appointeeship or other legal authority 
 rogue trading (for example unnecessary or overpriced property repairs, failure to carry 

out agreed repairs or poor workmanship) 
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Possible indicators of financial or material abuse 

 Missing personal possessions 
 Bills not being paid 
 Unexplained lack of money or inability to maintain lifestyle 
 Unexplained withdrawal of funds from accounts 
 Power of attorney or lasting power of attorney (LPA) being obtained after the person 

has ceased to have mental capacity 
 Failure to register an LPA after the person has ceased to have mental capacity to 

manage their finances, so that it appears that they are continuing to do so 
 The person allocated to manage financial affairs is evasive or uncooperative 
 The family or others show unusual interest in the person’s assets 
 Signs of financial hardship in cases where the person’s financial affairs are being 

managed by a court appointed deputy, attorney or LPA 
 Recent changes in deeds or title to property 
 Rent arrears and eviction notices 
 Failure to provide receipts for shopping or other financial transactions carried out on 

the person’s behalf  
 Disparity between the person’s living conditions and their financial resources (for 

example not having enough food or clothing)  
 Evidence of large or repetitive payments to third parties, which may seem suspicious 

when there is no material benefit to the person with care needs 

 Unnecessary property repairs. 
 


