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Summary of events 

In September 2016, it was discovered that money had potentially been stolen from a Victoria Lodge 

tenant’s bank account via cash withdrawals of £100 at a time over the course of several years, 

totalling £2,820. This was brought to light by a Bank Worker in August 2016 who had opened that 

tenant’s bank statement and spotted that such a withdrawal had been made on the same day as she 

had taken that tenant to Leatherhead to do a food shop, and she thought it strange that the same 

tenant might have gone out twice in one day.  

As much information relating to every £100 withdrawal was put together as possible, using records 

internally to try and establish what had happened. The tenant’s cash book which had been 

introduced in October 2015 was key, as none of the £100 withdrawals had been logged in it; 

unfortunately, however, some of the withdrawals that were established as legitimate were also not 

logged. There was an inconsistency in all of the records kept by staff (e.g. daily notes, transport logs, 

signing-in and out book and cash book), so no firm conclusions could be drawn. 

There was a handwritten note by Victoria Court’s Senior Support Worker’s writing in the tenant’s file 

saying that her father had LPA, but there was no back-up paperwork. When the unexplained cash 

withdrawals got noticed (with the last withdrawal of £100 taking place at Tesco’s Leatherhead on 

30th August 2016), the Head of Support asked for the father to be called to see if he knew anything 

about these withdrawals and to check his LPA status – it turned out he did not have LPA and was not 

overseeing his daughter’s finances at all. 

Within a few days of starting to gather information for Safeguarding about the unexplained cash 

withdrawals, a fire was started overnight on 12th September in the Main House by an unidentified 

person and the Victoria Court Senior Support Worker went missing. She boarded the Eurostar to 

Calais on 13th September, booked into hotels in France by an alias name, and returned to the UK on 

21st October. Her employment with The Grange had been terminated following due processes in the 

meantime by HR, on the basis of going absent without leave. 

Safeguarding was called on 21st September, once the Head of Support had enough information to 

evidence wrongdoing (a week or so was lost due to the aftermath of the arson attack which took the 

focus away from this information gathering exercise). Actions agreed immediately with Safeguarding 

(Social Services) were outlined as follows: 

To ensure that the tenant’s finances are safe and secure but in a way that her independence is not 

negatively affected:  

- Monthly finance audits for each person 

- Counting tenants’ money on a weekly basis 

- Changing Sophie’s card and PIN (this was done on 7th September) 

Generally to help protect all tenants, staff will review each person’s support plan around financial 

management and families will also be involved in this. Eventually all tenants across the site will be 

spoken to about any missing money. 
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EVENT KEY LEARNING POINT 

Victoria Lodge was run and managed 
by one Senior Support Worker for 5 
years. Whilst Support Workers came 
and went, this Senior was in charge 
and also key worked the tenant 
whose bank account was targeted.  
 

Recognition that ‘sole control’ is a risk. Victoria Lodge is now part of the 
Supported Living Onsite team’s remit, i.e. no longer being run as a 
distinct unit. Senior Support Workers and Support Workers will be part of 
the central team so rotation of key worker and general staff turnover will 
apply. 

No finance spot checks were carried 
out previously 

Monthly finance spot checks will be carried out – led by QAA initially 
with Head of Support, delegated over time to Team Leaders (who do not 
have key working responsibilities) 
 

Bank Worker took concern to 
Support Worker & Senior Support 
Worker initially – it then sat in a tray 
for 2 weeks before the tenant’s key 
worker returned 
 

Anyone – staff, bank worker, volunteer – who spots something suspicious 
in this way should go straight to a Senior Manager with their concern.  

Victoria Lodge Senior Support 
Worker was party to the 
safeguarding concern and gathering 
of information by the Head of 
Support 

As above – concerns should be taken directly to the Senior Manager of 
the service (in this case Head of Support), who should gather information 
without potential abusers being privy to why that information is being 
gathered. The outcome might have been different in this case, had the 
link between the staff member and the unexplained cash withdrawals 
been made without that staff member knowing about the concerns and 
then disappearing before any action was possible. 
 

Inconsistent records were kept by 
different staff (the procedure was 
not explicit about record-keeping 
requirements) 

Procedure has been completely rewritten, with robust approach to the 
different steps and information required to protect people in our services 
(tenants, residents and staff). The Police, Safeguarding Team, a 
safeguarding consultant, family carers and trustees are all being 
consulted with the draft as part of the process. 
Pre-printed cash books are being ordered to help consistency of record-
keeping and ensure against loose-leaf removal. 
 

Handwritten note that father had 
LPA was not checked further (i.e. not 
verified, no paperwork sought) 

The question is asked in the original application form as to whether 
anyone has LPA (for financial affairs or for health and wellbeing). This 
information wasn’t being taken forward at entry stage to asking for the 
paperwork, so that will now be done for newcomers to the service. 
The new procedure includes obtaining paperwork behind LPAs as part 
of the evidence requirements. 
For those who we already know about, a check is being carried out that 
we have the support paperwork behind LPAs. 
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ACTIONS 
 

Raise better awareness amongst 
staff (incl. bank workers) and 
volunteers about who to go to if 
they think something is strange (e.g. 
the bank statement in this case) – 
without delay 
 

People will be encouraged to report much quicker, and bypassing line 
management straight to Registered Managers. Registered Managers will 
need to gather information in a way that other staff are not alerted to 
something being wrong before taking appropriate action. 

Procedure rewritten to better (and 
more consistently) protect 
tenants/residents whilst not 
affecting their independence, and to 
protect staff from allegation 

Revised draft produced with 6 appendices in Dec 2016. Feedback and 
comments received from Police, Safeguarding team and a safeguarding 
consultant by January 2017. Next version of draft being updated by 20th 
January for consulting with family carers and trustees – aim to produce 
finalised procedure mid Feb 2017 for implementation of new approach 
across Residential Care and Supported Living services. 
 

Pre-printed cash books to be 
ordered 
 

After finalisation of procedure (as draft format being commented on) 

Monthly, documented finance spot 
checks to be introduced 

Onsite SL Team Leaders have been carrying weekly, but unrecorded, 
finance spot checks – a simple template document needs to be produced 
for records of these spot audits to be kept (action SPO with QAA). 
QAA to work with SPO to implement a fuller finance audit that will take 
place more regularly across the Supported Living service (Sheila already 
carrying out finance audits in Residential Care). 
 

Existing LPA documentation to be 
audited 

Wherever we know that someone’s relative has LPA, to ensure that we 
hold the paperwork: full copy kept in CEO’s office, copy of front summary 
sheet kept in the person’s file. 
The new procedure, when implemented, picks up on the ongoing 
assurance that this paperwork will be obtained and reviewed as part of 
the process going forward. 
 

 


