
CAF CHARITY ACCOUNT
Frequently asked questions

About my CAF Charity Account

What is a CAF Charity Account?
The CAF Charity Account helps you put aside money for all 
your charitable needs. You control how and when you choose 
to support the causes you care about whilst making your 
giving go further. Either make one-off donations to major 
emergency appeals or regularly support the causes that are 
close to your heart. Top-up with small regular contributions or 
infrequent payments and the funds will be safe, until you are 
ready to donate. 

We validate all organisations before we process a donation 
out of your account to ensure that they have been 
established for charitable purposes. You can rest assured  
that your money will be used to make a difference.

What checks do you carry out before I can open  
a CAF Charity Account?
When we process your application for a CAF Charity Account 
we carry out an electronic check to verify your details, this will 
not affect your credit rating. We may have to contact you for 
further information.

Can I open a joint CAF Charity Account?
No, in order to make the most of your charitable donations, 
we can only claim Gift Aid against a single taxpayer’s income. 
However, two people can make donations from one CAF 
Charity Account, just complete the Additional Signatory 
section of the application form.

What charges are there for a CAF Charity Account?
Please refer to the fee schedule which can be found by 
clicking here.

Do you apply the interest made to the money  
in my CAF Charity Account?
No, CAF Charity Account is not designed for long term 
investment. We ensure that your funds are available for  
you to use immediately, any interest accrued is minimal and 
CAF will keep this to maintain low fees.

If you are interested in a long-term giving tool please  
click here for information on a CAF Charitable Trust. 

Can CAF refund the money to me once I have paid 
it into my CAF Charity Account?
No, once a payment is paid into your CAF Charity Account, 
it has crossed the charitable threshold and we are unable to 
make any refunds. However, you can request which charities 
the money is distributed to.

Can I donate overseas?
Yes, you will need to complete an International giving request 
form for your chosen organisation. We will validate them for 
you and arrange for your donation to be paid. Please refer 
to the fee schedule for details of fees. Simply contact us at 
charityaccounts@cafonline.org to request an International 
giving request form.

Can I donate more than the balance of my  
CAF Charity Account?
We can only make donations with the money available in 
your CAF Charity Account at the time a donation is requested. 
If there are insufficient funds, we will continue to try and 
make the donation from the account for up to 60 days. Once 
the balance of your account is large enough, the donation will 
be paid automatically. Any pending transactions that remain 
unpaid after 60 days will be cancelled. 

What are the Customer Service opening hours?
You can call our Customer Service team on 03000 123 000 
between 8.30am – 5.30pm, Monday to Friday. Alternatively 
you can email us at charityaccounts@cafonline.org

How do I opt-out of receiving e-newsletters?
You can change your preferences by logging in to your  
CAF Charity Account and updating your preferences or call 
our Customer Service team on 03000 123 000.

http://www.cafonline.org
http://www.cafonline.org/charityaccount
https://www.cafonline.org/my-personal-giving/long-term-giving/trusts.aspx
mailto:charityaccounts%40cafonline.org?subject=CAF%20Charity%20Account%20enquiry
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Online CAF Charity Account

How do I register my CAF Charity Account online? 
To register your CAF Charity Account online click here.  
Please note that you will need your 8 digit CAF Charity 
Account number and your memorable word, which you should 
already have recorded with us. If you are unsure of this, 
please call our Customer Service team on 03000 123 000. 

I have more than one account –  
can I manage them all online?
Yes, it’s easy to manage all of your CAF Charity Accounts 
online, just make sure that you have requested to manage 
each account online. When you next log into the site, you will 
be presented with a list of your accounts and asked which 
one you would like to manage at that moment in time. Please 
call our Customer Service team on 03000 123 000 if you are 
experiencing any problems.

Where can I log into my account? 
Click here to login. You can also find a ‘log in’ option in the 
top-right corner of each page on our website.

Why can’t I log in?
Your password or username may not match our records, 
you can re-set your password here. If you can’t remember 
your username or you are still unable to login please call our 
Customer Service team on 03000 123 000.

How do I reset my password? 
Click here to reset your password. You will need your username. 
If you don’t have a memorable word or cannot remember it 
please call our Customer Service team on 03000 123 000.

My details are wrong – how can I update them?
You can update your details online, simply log on and go to 
‘my profile’. If you don’t manage your account online you 
can do so here. Alternatively, contact us or call our Customer 
Service team on 03000 123 000 for further assistance.

How do I update my details?
You can update your details online by simply logging in to 
your account and going to ‘my profile’. If you would like to 
request a change of name, please put this in writing with a 
copy of your change of name documents. If you prefer not to 
manage your account online, call our Customer Service team 
to update your details.

Why can’t I download my statements?
Our statement downloads are set up to work with most 
internet browsers, however, you will not be able to download 
them if you are using the beta version of Google Chrome. 
In this instance, please use the latest version of Internet 
Explorer, Firefox or Google Chrome.

Donating

I’m having problems donating
If you let us know the nature of your problem we will be 
happy to help. You can contact us here or call our Customer 
Service team on 03000 123 000.

Can I set up a regular payment to the charity  
of my choice?
Yes, you are able to set up regular payments to your favourite 
charities. Simply contact us at charityaccounts@cafonline.org 
to request a standing order form, which allows you to make 
payments from your CAF Charity Account to any charity of 
your choice on a monthly, quarterly, half yearly or annual basis.

Can I amend my standing orders online?
Yes, simply log into your account and select ‘Manage 
donations’ and then select ‘Maintain standing orders’ where 
you will be able to view, update and delete your existing 
standing orders. If you wish to change the frequency or 
payment date, you will need to cancel the original standing 
order and set-up a new one. 

How do I cancel a standing order? 
Log in to your account and select ‘Manage donations’ and 
then select ‘Maintain standing orders’ where you will be able 
to view, update and delete your existing standing orders.

Can I use funds comprising my CAF Charity Account 
to pay for goods and service?
No, you can only use the funds comprising your CAF Charity 
Account for charitable purposes. This means that you cannot 
use these funds for any personal benefit, including goods  
and services.

Can I use funds in my CAF Charity Account to bid 
for items at a charity auction?
This will depend on the rules of the charity auction. Most 
charity auctions state that you pay for the items yourself and 
that the organisers then donates the proceeds. Where this is 
the case, you would not be able to use the funds comprising 
your CAF Charity Account for these purposes. If the charity 
auction allows for donations to made alongside bids, you can 
use the funds for the donation element only.

https://www.cafonline.org/my-personal-giving/plan-your-giving/individual-giving-account/manage-your-account-online.aspx 
https://www.cafonline.org/system/login.aspx
https://www.cafonline.org/system/reset-password.aspx
https://www.cafonline.org/my-personal-giving/plan-your-giving/individual-giving-account/manage-your-account-online.aspx
https://www.cafonline.org/navigation/top/contact-us.aspx 
https://www.cafonline.org/navigation/top/contact-us.aspx
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How do I use the CAF Charity Voucher Book?
Write the amount you want to give on the voucher, the name 
of the organisation you wish to give to and then sign it. You can 
send or give the completed voucher to any recognised charity. 
There are a few paying-in slips in the back of the book which 
can be used to top up your CAF Charity Account. You will also 
be able to find a few standing order slips in your CAF Charity 
Voucher Book which will allow you to set up regular payments 
to the charities of your choice. Donations cannot be made in 
payment for goods, services, school fees or discharge of debts.

How do I use the CAF Charity Card?
You can use your CAF Charity Card to make a donation 
whenever you see the CAF logo. CAF Charity Cards are 
generally accepted by large TV appeals, local hospitals and 
many more. Just check with the organisation if they accept 
CAF Charity Cards and you can start making donations 
to them whenever you like. Donations cannot be made in 
payment for goods, services, school fees or discharge of debts.

How do I donate to a charity that I cannot find in 
the Charity Search? 
If you can’t find the charity that you wish to donate to in our 
charity search, please read through our search tips page, 
which provides helpful tips on how to narrow your search.

If you are still unable to find the charity that you have in 
mind, you can nominate a new charity. We will validate 
the charity for you and ensure that it was established for 
charitable purposes, so you can be sure that your money will 
go towards making a difference.

If your chosen charity is outside of the UK, donations can  
only be made if you are a CAF Charity Account holder. To 
nominate an overseas charity, login and select the ‘Donate 
overseas’ option.

Can I search by Charity Number?
Yes, you can search for a charity by their Charity Commission 
number. You can also search by charity name and/or location 
with our charity search.

Tell me more about Gift Aid
Find out more about Gift Aid here.

Why can’t I see the Gift Aid on my donation?
It can take six to eight weeks for us to receive these funds 
from HMRC, on receipt you should be able to see the Gift Aid 
in your account. 

Why isn’t my donation eligible for Gift Aid?
CAF Give As You Earn® donations are not eligible for Gift Aid 
because they are taken from your salary pre-tax and therefore 
are already tax-effective. 

If you are unclear as to why your donation is not eligible  
for Gift Aid, please call our Customer Service team on  
03000 123 000 who will be happy to help.

I donated but didn’t tick the right box to add  
Gift Aid. What should I do?
If you have a login for our site and were logged in when you 
made the donation, you can amend your tax declaration 
online which will allow you to back claim tax relief on your 
donations for a period of up to 4 years. 

If you don’t have a login we may still be able to help, call our 
Customer Service team on 03000 123 000.

Can I get tax relief on my donation?
Most types of donation through CAF are eligible for Gift Aid. 
When making a credit or debit card donation, you will be 
asked if you would like us to claim the Gift Aid on it. Simply 
tick one of the ‘yes’ options and we will automatically claim 
the Gift Aid for you, and add it to your donation.

If you have a CAF Charity Account, you can also Gift Aid any 
top-up you make in the future and in the last four years. 

Can I donate anonymously?
Yes, simply tick the box marked ‘Donate anonymously’ when 
making a donation and your details will not be passed on to 
the charity.

I live overseas – can I donate?
Yes you can, but to be able to claim Gift Aid you will need to 
have paid income tax in the UK to at least the value of your 
donation during the current tax year.

How do I keep track of my donations? 
Register online to view, download and print statements 
whenever you wish. You can also request to receive paper 
statements.

https://www.cafonline.org/system/search-tips.aspx 
https://www.cafonline.org/system/nominate-a-new-charity.aspx
https://www.cafonline.org/my-personal-giving/start-giving/find-a-charity.aspx
https://www.cafonline.org/my-personal-giving/start-giving/gift-aid.aspx 
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Topping up my  
CAF Charity Account

How do I top up my CAF Charity Account online? 
You can top up your account by PayPal, credit or debit card 
online. Log in to your account and select ‘Manage funds’, 
then select ‘Top up with a single payment’. Simply choose the 
amount you wish to donate; if you have chosen to Gift Aid 
your donation, we will automatically calculate the amount 
to be added. Choose your payment method and input your 
details; once you have submitted your details you will see a 
confirmation screen and you will receive an email confirming 
the top up.

How do I top up my CAF Charity Account offline?
You can make a payment into your account by calling our 
Customer Service team on 03000 123 000, alternatively send 
us a bank cheque payable to ‘CAF’ stating your CAF Charity 
Account number on the reverse.
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You can also make regular payments into your account by 
setting up a Direct Debit from your bank account straight into 
your CAF Charity Account, just call our Customer Service team 
on 03000 123 000 to get this set up.

Can I amend my Direct Debit online?
Yes, to change the frequency or payment date of your direct 
debit please email us at charityaccounts@cafonline.org or 
call our Customer Service team on 03000 123 000. 

To cancel an existing Direct Debit please call our Customer 
Service team on 03000 123 000.

Why is my credit/debit card being rejected?
This may be for a number of reasons. Please contact your 
bank who will be able to advise you.

http://www.cafonline.org

