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Suffolk Independent Living’s Ethos and Values 
 

We believe our ethos and values make us unique. 

Established in 2007, we have extensive experience in providing support for Direct
Payment recipients. Following engagement with our customers, we have developed
a range of services and products that are geared towards ensuring that they remain
in control and are empowered to make their own choices. 

Our parent charity, Equal Lives, bases its approach on the Social Model of Disability.
The social model believes we are disabled by negative social attitudes and physical
barriers in society, not by the impairment itself. Impairments are normal, but to be
discriminated against because you have an impairment is not. This is very different
from the traditional view that disability is essentially about “what’s wrong with
you?” 

Start by asking “what do you want to achieve?” instead of “what’s
wrong with you?” 

Offer personalised advice and support which is specific to each
customer’s situation. 

Understand that budgets are tight, which means that we must all
work creatively to meet needs by treating each customer as an
individual – not using a ‘one size fits all’ approach. 

Build relationships with our customers so that they feel reassured and
can access support when they need it. 

Our friendly and experienced advisers are passionate about this
approach and work to ensure that it underpins everything that we do. It
means that we: 

Build relationships with you and other colleagues so that we all work
towards the same goal of maximising choice and independence. 

See the value in joined-up working, and in sharing knowledge and
contacts with others to ensure our customers are confident in the
choices they make. 



Our Team 
 

We have designed this booklet to provide you with the information you need
to promote Direct Payments and to help you understand support that we can
provide to your customers. We hope that you find it useful and would
encourage you to contact our team to discuss any individual queries you
might have. 

Alison Stammers – Independent Living Service Manager with SIL since 2012. 
alison.stammers@silmail.org 

Charlotte Mings – Independent Living Adviser with SIL since 2013. 
charlotte.mings@silmail.org 

Clementine (Clem) MacGregor – Independent Living Adviser with SIL since
2019. 
Clem.macgregor@silmail.org 

Abigail Robinson – HR Apprentice with SIL since 2019. 
abigail.robinson@silmail.org 

Richard King – HR Apprentice with SIL since 2020. 
richard.king@silmail.org 



Understanding Disability 
 

Medical Model of Disability 

The traditional, medical model of understanding is that the person is disabled by
their medical condition. 

Seeing the world through the medical model, the woman in the picture can’t get
up the stairs because she’s in a wheelchair. The disabled person is seen as the
problem. 

I can’t get into the local bank because the
step is too high. 
I can’t live by myself because I don’t
understand my bills. 
I can’t drive myself to see friends because
I have to stay in my wheelchair.
I can’t read my favourite book now I am
blind. 
I’m not like other people. 

In a medical-model world you are disabled by
your impairment: 

Social Model of Disability 

The social model of understanding accepts impairment as a normal part of
being human. What disables people are the social attitudes and physical
barriers, not the impairments itself. 

Seeing the world through the social model, the woman in the picture can’t
get to the upper floor because of the stairs. The stairs are the problem. 

I can get into my local bank because
they have removed the step.
I can live by myself because I have
someone who helps me to understand
my bill.
I can drive myself to see friends
because I have an adapted car. 
I am like other people because disability
is normal - society needs to change, not
me. 

In a social-model world you are disabled by
being socially excluded:



Our Account Services at a glance 

Customer
holding own

funds

Holding 
Account 

The customer is always responsible  for their
Direct Payment money

We will receive the Direct Payment  funds
on behalf of the customer

We will make payments from the account as
authorised by the customer in writing

We will keep records of the money  going in
and out of the account.

We will provide information to Suffolk
County Council for  monitoring purposes

We will send regular statements of
account activity to the customer

Account can be linked to an
Employment/Recruitment package  to enable
wages to be paid directly  to employees

Budget Advice
Only offered with an

Advice Line or
Employment

Package 

Balance alerts 

Can we used for ongoing Direct Payments 

Only offered with an
Advice Line or
Employment

Package 

Can be used to hold ‘one-off’ Direct Payments

Named adviser available 

Duty Adviser available 
Only offered with an

Advice Line or
Employment

Package 

Only offered with an
Advice Line or
Employment

Package 

Additional visits available
(charged separately)

Weekly Charge 

Start up fee*

N/A £3.00

N/A £24.00



Our Employment and Advice Services at a glance 

General Direct Payment advice 
(budgeting, changes to relevant
legislation, advice on
employment status, assistance
with Direct Payment Monitoring
Paperwork, finding services and
agencies)

Advice Line 
Employment 

Package 

Employment 
and 

Recruitment 
Package 

Employment 
and 

Recruitment 
PLUS Package 

Full employment set up and
Payroll Services
(no limit on the number of staff
registered on Payroll, acting as
an agent with HMRC, preparing
payslips, calculating wages,
holiday and other entitlements)

Employment advice and
support 
(changes to employment law,
advice on responsibilities,
support in the event of disputes)

Support to recruit new staff
up to three times per year, via
phone, post and email
(writing job descriptions,
placing advertisements,
handling applications, arranging
interviews,
processing new starters)

1 annual home visit included
(lasting up to 1 hour, if required)

Up to 4 annual home visits
included

Duty adviser available 

Named adviser available 

“Mini Review” every two
months where an adviser
reviews your account to check
things are working well.

N/A



Our Employment and Advice Services at a glance 

Additional visits available 
(charged separately) 

Advice Line 
Employment 

Package 

Employment 
and 

Recruitment 
Package 

Employment 
and 

Recruitment 
PLUS Package 

Weekly Charge £2.40 £14.40 £20.40 £28.20

Start up Fee* FREE FREE£36.00 £26.00



Creative Uses for Direct Payments 

Employ their own staff.

Find an agency with the availability they need.

Access weekly activities such as social clubs, gyms and fitness clubs,
supported work placements, care farms, outings, cinema/theatre trips
and transport.

Pay for items of equipment and assistive technology – e.g. tablet
computers to support communication, fall alarms and sensors, mobile
phones, beds, aids for daily living tasks, home gym equipment – often
these payments will be ‘one-offs’ and could prevent the need for ongoing
support.

The Care Act 2014 states; “Provided that the Direct Payment is used to
meet the needs identified in the Support Plan, the person should have
freedom over how the money is spent.”

In practice this means that you can be very creative when thinking about how
a customer can meet their needs using a Direct Payment – almost nothing is
out of the question. By thinking outside the box, you will be better equipped
to enable your customers to meet their individual outcomes.

For example, have you thought about whether your customer could use their
Direct Payment to:

Pay for one-off activities to achieve a particular outcome – e.g. driving
lessons or assessments, a computer or college course, language tuition, a
short break – again, this could be a much more cost-effective solution for
your customer, and could make them less reliant on ongoing weekly support.

These are just some examples; the list of things which Direct Payments can
be used for is ENDLESS! Think ‘what would support this individual’s needs
and wellbeing?’ – no two Direct Payments should be the same, because no
two people are the same.



Is there anything that Direct Payments can’t be used for?
The list of things that Direct Payments can’t be used for is very small –
anything illegal, services which would be paid for by the NHS or services
which would normally be arranged directly by the County Council or
permanent residential care.

Not sure where to start?
You may also be interested to know that we offer a comprehensive Support
Planning service - we will assist a customer to write a highly personalised
and fully costed Support Plan in line with the Personal Budget information
you supply, which will then be submitted to you for approval. This is a great
way of ensuring that your customer has access to our expertise from the start,
and encourages them to consider all of the options available when thinking
about the support they need.

We can provide advice and guidance to you and your customers about
creative ways of using Direct Payments – they provide an opportunity to
really promote independence and should not be seen as ‘one size fits all’.
Please contact us to discuss your ideas.



Harry was injured in an accident and now needs support with his personal
care for an hour each morning. He also needs someone to come with him to
and from a weekly physiotherapy appointment, making a total of 9 hours
support each week. He has thought about using a care agency but he is
worried about not having the same staff supporting him each day as this is
something that is important to him. He doesn’t know anyone who he can
employ, and feels nervous about his responsibilities – he’d find it easier to
have some support throughout the recruitment process, and at his interviews
too.

What services does Harry require?
In order to benefit from up to 4 visits each year to help him with recruitment,
Harry will need the Employment and Recruitment Plus package from SIL. To
make it as easy as possible for him to pay his PA, he also opts for the
Holding Account.

After discussing with his assessor and SIL, he agrees that a pay rate of £8.60
per hour would be appropriate – there is a high level of personal care
involved and Harry wants to make sure that he finds someone who will really
value their time with him.

How much will his support cost?
£123.52 per week, or £13.72 per hour covers the cost of 9 hours of support
at a pay rate of £8.60 per hour including the Employment & Recruitment 
Plus package and Holding Account.

How much would he save?
£6.80 per week, or £353.60 per year when compared to the Basic ACS
agency rate of £14.48 per hour, whilst also giving Harry maximum choice
and control over his support.

Cost of Employing vs. Arranged Services - doesn’t it cost
more?

 
Q: If a customer has a Direct Payment to employ their own staff and needs
services from Suffolk Independent Living to support them, doesn’t it mean
that it will cost more than a service arranged by Suffolk County Council?

A: In the vast majority of cases this is just not true – in fact, Direct Payments for
employment often work out cheaper than arranged services, and have the added
benefit of ensuring that the customer remains in control of their support.

If you want to see how much cheaper a Direct Payment supported by SIL could
be for your customer, compared to arranged services, we can provide you with a
tailored budget calculations and more information about the responsibilities of
employing to help your customer to make an informed decision – your customer
does not need to be signed up to a package of support in order for us to do this.

Here are some examples:



Rosie has always had her support provided by a care agency but they
are closing down their local office so she is exploring other options.
She has multiple disabilities and requires lots of support with all
aspects of her life, so her needs are quite specific. Overall she
requires 4 hours per day of support – 28 hours each week. She will be
able to employ some of the carers who used to work for the agency,
but needs to take on
a couple more to ensure she has enough cover. Her existing carers
will support her to interview the applicants, but she would like some
support with producing employment paperwork.

What services does Rosie require?
As Rosie has chosen not to have hands-on support from SIL, the
Employment & Recruitment Package will suit her best, as she will still
get the important support with employment documents that she
needs. She also wants to use a Holding Account as she does not have
a bank nearby.

After discussing with her assessor and SIL, she agrees that a pay rate
of £10.20 per hour would be appropriate as Rosie wants to attract
very experienced applicants who have manual handling qualifications.
Also, as she lives in a rural village she understands that her PAs might
need to travel to get to work so it will need to be worth their time.

How much will her support cost?
£392.76 per week, or £14.03 per hour covers the cost of 28 hours of
support each week at a pay rate of £10.20 per hour including the
Employment & Recruitment package and Holding Account.

How much would you save?
£138.68 per week, or £7211.36 per year when compared to the Hard
to Reach ACS agency rate of £18.98 per hour, whilst also giving Rosie
maximum choice and control over her support.



Malcolm lives by himself and has a diagnosis of dementia. Malcolm
has lived in the same place for a number of years and is close to his
neighbour who he knows and trusts. It has been decided that the
neighbour is the best person to meet Malcolm’s needs and so he will
be employed as a PA to support Malcolm for 45 minutes each morning
and evening (1.5 hours per day) to help him get his breakfast and
dinner and to make sure that he is washed, dressed and safe.

What services does Malcolm require?
Malcolm lacks the capacity to understand and manage a Direct
Payment himself. His son, who lives 60 miles away is Malcolm’s Power
of Attorney and will be managing the Direct Payment on his behalf. He
has already opened a separate bank account and
is happy to handle paying the wages to the PA, but as he lives further
away, he would like the Employment package from SIL for additional
peace of mind – this will provide him with a Payroll Service and
ongoing advice as the employment situation develops.

After discussing with Malcolm’s assessor and SIL, his son agrees that
a pay rate of £8.10 per hour would be appropriate for the level of
support Malcolm needs at the moment. If Malcolm’s needs increase
then his son and the Social Worker agree that the set up will be
reviewed.

How much will his support cost?
£115.58 per week, or £11.01 per hour covers the cost of 10.5 hours of
support at a pay rate of £8.10 per hour including the Employment
package.

How much would you save?
£36.46 per week, or £1895.92 per year when compared to the Basic
ACS agency rate of £14.48per hour, whilst also giving Malcom and his
son maximum choice and control.



As you can see from these examples, Direct Payments for employment are
more budget-friendly than you might think and give so much more
independence to customers than arranged services as they have:

• Choice over who works for them.
• Choice over when they have support from their staff.
• Choice over what training and experience they would like their staff to have
(and support to find suitable training if needed).

We have lots of support and services to offer, so please contact us for more
information about how we can help you to work out the cost of your
customers’ specific support needs – whether they are employing, using an
agency, going to activities or something else.



Frequently Asked Questions

Why offer customers a Direct Payment over arranged services?
A Direct Payment offers the customer choice and control over how their needs are
met and should always be discussed as part of the Support Planning process. The
Care Act 2014 states “…the law is to focus on the person and their needs,
their choices and what they want to achieve. It should put them in control of
their lives and the care and support they receive. The care and support
planning process is the way of making this happen.” “The local authority
must provide a Direct Payment to someone who meets the conditions in the
Act and regulations.”

The examples given in this handbook demonstrate that in many cases a Direct
Payment can provide better value than support arranged through a commissioned
service, whilst offering maximum flexibility to customers.

Can anyone have a Direct Payment?
In theory yes, but remember that although Direct Payments offer the most
flexibility, they are not for everyone. A customer must have capacity to consent to
and manage their Direct Payment in order to receive one. If they lack capacity,
then the customer will need to have a person to act in their Best Interest or a
Trust (which could be formed of 3 people) to act in accordance with their wishes.

Our services are designed to enable customers to get the most out of their Direct
Payments, rather than to manage it on their behalf or take responsibility for how
the customer chooses to use their money. We believe this is the best way of
keeping the customer in control.

Although we are passionate about the benefits of Direct Payments, we know they
aren’t for everyone. The Direct Payment Agreement states that the customer (or
their representative) is responsible for arranging their care. This places a
considerable requirement on that person – some people may feel that this is too
much to take on, or may not have anyone around them who can assist them with
their responsibilities. It is important to remember that even though the customer
can choose to receive a Direct Payment, under the Care Act 2014 the local
authority still has a duty of care and must always ensure that the Direct Payment
is the most appropriate way of meeting that person’s needs.

Please contact us if you have any queries about the suitability of a Direct Payment
for your customer.
 



What can a Direct Payment be used for?
Almost anything, as long as it meets the identified needs of the customer. Be
creative! The idea of a Direct Payment is that it enables the customer to meet
their needs in the most suitable way for them as an individual. The only things
which cannot be paid for using a Direct Payment are services commissioned by
Suffolk County Council, residential care placements or illegal activities.

The Care Act 2014 states; “Provided that the Direct Payment is used to meet
the needs identified in the Support Plan, the person should have freedom
over how the money is spent” and you’ll find some examples of creative uses
for Direct Payments in this handbook.

Is there a standard Direct Payment rate?
There is no standard Direct Payment rate. Please contact us if you have a
customer who is thinking of using a Direct Payment to arrange their support, so
we may offer you detailed budgeting advice.

The Direct Payment budget should be calculated based on the specific needs of
the customer. For example if a customer is employing, then the Direct Payment
rate needs to cover the entire cost of employment - not just the hours of support
needed multiplied by the employee’s rate of pay.

What are the ‘costs of employing’?
When a customer uses a Direct Payment to employ their own workers, they have
the same statutory obligations as any other employer. We can support
practitioners and customers to calculate the total cost of the employment
situation (this is not just the gross rate of pay!).  Budgets for those who choose
to employ need to include things like the cost of providing holiday cover, the
cost of providing a pension, Employers National Insurance, Employers Liability
Insurance, the charges for support services like Suffolk Independent Living and
contingency to cover notice pay, redundancy pay, pension contributions and
advertising costs.

Do not be put off - these ‘costs of employing’ do not necessarily mean that
Direct Payments are an expensive way of meeting support needs. In fact, it can
often be cheaper than purchasing an agency or a directly arranged service.
Please contact us for more information, or take a look at the budget examples in
this handbook.



Why would a customer need support from Suffolk Independent Living?
We know that our existing customers really value the ongoing advice and
support they receive from us, and it helps them to know that our experienced
and dedicated advisers are on hand to help them get the most from their Direct
Payment, ensuring that they have all the important information they need to stay
in control.

Those who use Direct Payments are likely to need ongoing support with queries
like staying in budget and establishing contingencies if their needs change. They
might also need help with finding (or changing) care agencies or services, record
keeping and monitoring, and advice on the employment status of the carers they
use.

In addition, if a customer has chosen to become an employer then they are
taking on a huge legal responsibility which can often seem very daunting.
Without proper support right from the start they may find themselves in breach
of employment law and could ultimately be faced with an employment tribunal.

Examples of the support that new Direct Payment employers might need could
include assistance to recruit staff, conduct interviews fairly, prepare employment
documentation and identify any training needs. More established employers
might have queries around statutory payments, pensions, annual leave, making
redundancies or (in the worst case scenario) resolving a dispute between them
and a member of staff. These are complex areas and guidance from a SIL adviser
can provide timely reassurance when needed.

Is there anything that Suffolk Independent Living doesn’t do?
Although we do offer a Holding Account, we do not manage the account on
behalf on the individual.  As the practitioner, you should be confident that your
customer understands the responsibility they have with a Direct Payment and
what they can spend their budget on.  

We will also not monitor accounts on behalf of our customers.  We will send out
account statements every 4-weeks, but it would be up to the customer to ensure
that they are using their Direct Payment correctly.  This can also be looked at
during the yearly review with a practitioner.



When should I contact Suffolk Independent Living?
We welcome contact from practitioners at any time. It is best to make contact
with us as soon as you or your customer begins to consider Direct Payments as a
way of meeting their needs. This way we can ensure that the customer has all the
information they need in order to decide if Direct Payments are the right choice
for them. A customer does not have to be signed up to a package in order for
practitioners to take general advice from us. However, we are unable to provide
detailed advice to customers unless they are signed up to a package.

Can Suffolk Independent Living still provide visits to customers?
We have always recognised that our customers value the option of a visit from
one of our knowledgeable advisers.

Our Employment and Employment and Recruitment Packages include one visit
per year of up to one hour in length. For customers purchasing our Employment
and Recruitment Plus Package, we are pleased to be able to offer up to four
home visits per year.

Customers using our other services can purchase visits separately. We must have
funding agreed to cover the cost of either a package or stand-alone visit before
we can offer this service.



These are some of the comments from our customers about the
benefits of using a Direct Payment.

I first heard about direct payments summer 2014, This came just in time for me!
As someone who has a degenerative neurological illness, as I depend on others

to take me out which tended to be family and as I have so many hospital
appointments it tended to be these [and] nothing fun! Before my illness had

taken hold, I had worked and been very socially [active], as time went on I was
getting more and more withdrawn.

Then I met [my adviser] from Suffolk Independent Living. She explained what
they could do from the initial advert, holding interviews, employing someone
working out my employees wages and supplying a wage slip. Throughout this

process I was consulted and every decision was mine.
Mrs C

I have used [SIL] for a number of years. I live alone and without the help of
my PA’s life for me would be very difficult and I would lose my

independence.
If I need to talk to anyone there is always someone at the end of the
phone to advise me if needed with pay enquiries or employees hours.

I would find life very difficult without this service.
Miss G



These are some of the comments from our customers about the
benefits of using a Direct Payment.

I used SIL for all my needs; I used to have an agency for my care, but after a
badexperience I have switched to employing a PA, I also have a daughter in
receipt of directs payments. The support SIL offer is consistently excellent, I
tend to ask for theperson who set it all up for me - they remove any worries
and doubts as they really do know their stuff. Things are explained in a clear
and concise way, everything is backed up with emails and letters and more
often than not things are resolved straight away. Recently, I had to contact

CustomerFirst as my Direct Paymentneeded a slight change, what followed was
how not to do it, but SIL helped tremendously, they contacted [my assessor] to

[advise] them,they provided a table of facts and figures and reassured me
things would be sorted - 4 months later it was, but without SIL I’m not

convinced we would [have] had the same outcome.” Miss B

The support for writing a job description and personal spec to begin the
process was invaluable. I was as such a low in my life and do not think I

would have been able to sort out employing any staff without all your help
and support. Having someone available to discuss any issues with is

extremely important. The help you gave my with interviewing was
incredible. Again I do not think I could have completed this successfully

on my own. I also use the service for any help and support with
employment problems, which everyone has been so helpful. The payroll
team sort out how much to pay everyone so that there is no worry about
calculating taxes or anything else. They even help work out how much

holidaymy employers are allowed. I can not thank you all enough for the
help and supportyou have given me

Mrs CH



01473 603876 suffolk@silmail.org 

www.suffolkindependentliving.org.uk

Suffolk Independent Living, Unit 9
IP City Centre 1 Bath Street Ipswich
IP2 8SD

@SuffIndependentLiving

@SuffolkIndLiv


