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The prepaid account was introduced in Surrey in 2015 as an additional 
way to manage the money side of a direct payment.
Under this arrangement, a separate bank account is set up for you by 
Surrey County Council, who then make payments into it, usually 
monthly. You can then pay for the things in your support plan from
this account.
If you choose to use a prepaid account for your direct payment, you 
won't be required to submit reconciliation forms to Surrey County 
Council, as they can view a record of the transactions made on the 
account at any time.
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What is a prepaid account?

To have a prepaid account, you need:
Who can have a prepaid account?

to be eligible to receive social care support from Surrey County 
Council and to have chosen to receive this support via a
direct payment,
to have capacity to consent to receiving a direct payment and 
choosing to have a prepaid card.

All new and existing direct payment recipients will be offered the 
account during the support planning process or at support plan review.

Yes, SILC can support you with your direct payment whether or not 
you choose a prepaid account.

Will I get support from SILC if I choose a
prepaid account?



You'll receive the card for the prepaid account by post to your home address, 
with a letter explaining how to activate your card by phone or text. Once your 
card is activated, you'll receive a PIN. Please keep this safe and don't share it 
with anyone.

What will I receive with my prepaid account card? 

Prepaid cards aren't credit cards, charge cards or debit cards. They are 
reloadable cards issued by a financial institution. Each time the card is used, 
the value of the purchase is deducted from the funds available on the card. The 
value is held at a bank and not on the card. The card does not offer credit so 
funds need to be loaded onto your card before you can use those funds.

Is the card a debit card or a credit card?

The account won't have a cheque book but will have a bank card attached to it, 
which you can use like any other current account card to make transfers online 
or by phone and set up standing orders. You will need the bank details  
(account number and sort code) of the person or company you wish to make a 
payment to. You can also make payments in person using chip and PIN.
Direct debits can be set up from the account, but this is usually done via a 
paper or online instruction from the organisation you'll be paying, which you'll 
need to fill in and send back to them.
Please note that some providers may not accept payments made via the 
prepaid account.

How do I make payments from the account?

Yes, you can withdraw cash from an ATM using your prepaid card.  However, 
your support plan must state that you need to withdraw cash. You must also 
keep receipts for anything bought with cash, which Surrey County Council
may ask to see.
There is a limit of £50 cash withdrawal
per day on all prepaid accounts.

Can I withdraw cash using my prepaid account card?



If you have a mobile phone number registered with the prepaid account 
provider, you'll receive a text message when payments are made into your 
account. If you have an email address registered with the provider, you'll 
receive an email instead.

How will I know when payments are made into my 
prepaid account?

You can check balances online, via text message or over the phone.
Paper statements are also available.

How do I check the account balance?

There are no fees for making purchases or using the card online to pay 
organisations that accept Mastercard, or for making payments to your personal 
assistants or a care agency. If you lose your card or it's stolen, however, there 
may be a small charge to replace it.

Are there any fees for using the account?

You can nominate a trusted person to help run the account with you. This 
person will need to sign a letter of authority and have seen a copy of the direct 
payment agreement you signed to say that they agree with it. You will also have 
to agree a security password for them to use to gain access to your account 
over the phone.

What if I need support to manage my prepaid account?

Subject to agreement by Surrey County Council, a third party may receive a direct 
payment on behalf of an individual who doesn't have the capacity to consent to a 
direct payment. This is known as a third party direct payment  or indirect payment.  
This third party may choose to receive a prepaid account for their direct payment, in 
the same way as any other individual receiving a direct payment.

What happens in situations where someone does
not have capacity?



SILC is a voluntary organisation led and run by disabled people. To find out 
more about us, call 01483 458 111, text 07919 418 099, email 

admin@surreyilc.org.uk or look on our website www.SurreyILC.org.uk
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Prepaid account automated phone service (available 24 hours a day, seven days a 
week) which can be used to activate your card, retrieve your PIN or recall your PIN:
   • 020 3327 1991
   • 020 3468 4112
   • 020 7183 2248

Prepaid accounts customer services details

Prepaid account customer services (available 8am to 9pm Monday to Friday 
except bank holidays and 9am to 6pm on Saturday):
   • 020 7127 5372
   • surrey@prepaidfinancialservices.com

Prepaid account website:
   • www.prepaidfinancialservices.com/surrey 

Prepaid account text service which can be used to activate your card, retrieve 
your PIN, obtain your balance and lock and unlock your account:
   • 07860 024431

If you would like this information in large print, on audio 
CD, in Braille or another format, please contact us.


