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	Document Description
This policy sets out Age UK Exeter’s position on charging clients for services received from Age UK Exeter.



	

	Implementation & Quality Assurance
Implementation is immediate and this Policy shall stay in force until any alterations are formally agreed.

The Policy will be reviewed every two years by the Board of Trustees, sooner if legislation, best practice or other circumstances indicate this is necessary.  

All aspects of this Policy shall be open to review at any time. If you have any comments or suggestions on the content of this policy please contact Sue Stride, s.stride@ageukexeter.org.uk or at Age UK Exeter, 138 Cowick Street, Exeter, EX4 1HS, 01392 455600




Charging for Services Policy
1. Introduction
Age UK Exeter provides a range of services funded from a variety of sources.  Some services are provided free to service users and we make a charge for others.  Even when some of the cost is met through external income such as grants we may need to make a charge to ensure the full cost of the service is met.  We recognise that any charge can act as a barrier to the take-up of a service but charges are sometimes inevitable in order to ensure the sustainability of the services we provide. 
2. Policy

2.1 As a not-for-profit organisation Age UK Exeter:
2.1.1
will seek to keep charges for our non-contracted services at a reasonable level, sufficient to ensure the sustainability of the service 
2.1.2 will only charge at full cost for support services where other sources of funding are not forthcoming 
2.1.3 will seek to charge reasonable prices for meals and beverages in our café and ensure our prices represent good value for money when compared with commercial establishments.

2.2 Age UK Exeter will ensure that information about charges is clearly communicated to self-funding clients receiving a charged for service; and that a minimum of four weeks’ notice of any increase will be given.  Self-funding clients receive, sign and return a service contract which sets out the charges, invoicing arrangements and cancellations policy.

Age UK Exeter reviews its charges annually, and seeks to minimize any negative impact for clients who may be particularly affected by increases.  
Charged for services spot purchased by the local authority are managed in accordance with the commissioner’s requirements and the terms of our contracts.

2.3
The following services will not be subject to a charge, although donations are always appreciated (this list will be kept under review)
2.3.1 General Information & Advice, unless specifically stated otherwise
2.3.2 Volunteer visiting

2.3.3 Careline telephone support service

2.3.4 Men in Sheds social enterprise project

2.3.5 Carers Support (there may be a small charge for lunch)

2.4 The Trustees delegate responsibility to the CEO and/or Services Manager to decide when withdrawal of service from a client becomes necessary due to non-payment.  Any such withdrawal of service will be reported to the Finance Committee at its next meeting.

2.5 If service is withdrawn for any other reason this should be agreed by both the Services Manager and CEO and flagged up to the Chair of Trustees and Chair of Standards Committee.  A note of this withdrawal will also be included in the Monitoring Report to Standards Committee. 
2.6
When withdrawal of service has been agreed, the Enabling & Home Help Service Manager or Deputy will telephone the client to advise them that service is being withdrawn, the date this will be effective from and what they need to do for service to be re-instated.  The phone call will be followed up by a letter.  In respect to clients in receipt of day services, the phone call and letter will be actioned by the Services Manager.
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