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Direct Payments 
Factsheet - Using an agency 

 
You may want to use an agency, sometimes known as a domiciliary care agency, to 
provide your care. If you choose to use an agency the staff who will work with you 
will usually be employed by the agency. In this case you will not be the employer and 
the agency will be responsible for managing the staff and paying their wages. 

 
You will still maintain your choice and control as you will make arrangements directly 
with the agency and will be able to say how, when and where your support will be 
provided. 

 
You will be responsible for paying the agency's invoice when you receive it from your 
direct payments card account. Some people prefer to set up a direct debit with the 
agency so that the payments are made on a regular basis. You will need to request a 
form from the agency to set up this payment method. 

Always check that you have discussed all of your arrangements with the agency and 
have an agreement in writing. 

Ensure that the agency has given you a breakdown of all their charges in writing. You 
do not want to have any unexpected costs, such as additional charges for mileage, 
bank holidays etc. that you have not previously agreed to pay. Sometimes an agency 
may charge an hourly rate which is more than the direct payment hourly rate paid to 
you. It is likely you will have to pay the difference from your own personal funds. The 
council advises you to discuss any additional costs with your social worker when your 
direct payments are arranged. 

Before you decide to buy a service from a particular agency we recommend that 
you ask the agency: 

 
• about their registration with the Care Quality Commission 

(cqc.org.uk) 
 

• for a copy of their insurance policy. 
 

• whether all their staff have had a Disclosure and Barring Service 
(DBS) check (formerly called a CRB check). 

 
• how they manage their staff and how often someone will come 

and check that you are happy with the service being provided. 
 

• whether they employ the staff and meet all of their tax and 
national insurance payments. 

 
• how they would deal with any complaint you may have with their 

service. 

https://www.cqc.org.uk/
https://www.cqc.org.uk/
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• what cover arrangements will be made to cover staff holiday, sickness, etc.  
 

• what type of training they provide for their staff and the qualifications and 
training their staff are required to have. 

 

• how you can tell them if you are not happy with their service.  
 

• whether they carry out a risk assessment for you and the staff. 
 

• whether you will be given copies of the hours the staff work so that you can 
pay the correct amount. 

 

• how much it will cost you to use their service and to pay the money to them. 
 
Once you have been working with individual members of staff for some time you may 
think you could employ them directly as Personal Assistants and not use the agency. 
We strongly recommend that you talk to us before you do this. Some agency 
agreements allow you to employ their staff directly but may charge you a fee as part 
of their conditions for providing the service for you. 

 
We have only given you a few suggestions of the type of questions you may want to 
ask. Please think about the information you want and what questions you need to ask 
the agency to help you to choose the right agency for you. 

 
If the agency tells you they will not be able to continue providing care for you, please 
contact the council's First Response Team 0208 489 1400 and ask to speak to a duty 
social worker or the Direct Payments Support Team as soon as possible. 
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Where can I get more information? 

If you would like help with assessing you social care needs, please contact the 
council’s First Response Team. 
 

 
First response team:  
Phone: 020 8489 1400  
Email: firstresponseteam@haringey.gov.uk 

If you would like more information on direct payments or would like support with your 
direct payment, please contact the Direct Payments Support Team. 

 
Direct Payments Support Team: 
Phone: 020 8489 8456 
Email: PersonalBudgetSupport@haringey.gov.uk  

Disability Action Haringey (DAH):  
Disability Action Haringey 
Phone: 0203 355 0071 
Email: info@d-a-h.org 
 

If you have a mental health problem: 
If you need help in a crisis you can now self-refer to the Crisis Resolution Home 
Treatment service 24 hours a day, 7 days a week, Lea Unit, St Ann’s Hospital - 
Haringey 020 8702 6700. 

 
If you are a carer and would like more information on receiving support, please 
contact Haringey Carers First. 

Haringey Carers First: 
Haringey Carers First  
Phone: 0300 303 1555 
Email: hello@carersfirst.org.uk 
Address: Resource Hub, 1 Russell Road, Leyton, E10 7ES 

Skills for Care 
 
The Skills for Care website provides more information on what is a Personal Assistant 
(PA) and what is involved if you want to use your direct payment to employ a PA: 

Support for individual employers and PAs 

This information is presented in a range of toolkits. If you are unable to access the 
Skills for Care website, you can call 0113 245 1716. 
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