Referral & Signposting Procedures

REFERRAL is defined as obtaining a booked appointment for a client with another agency, where the referring agency for reasons of specialism or capacity is unable to assist the client further. 
The need for referral arises only when we have an established client relationship in the current matter. For example this may be through advocacy work or with a homeless person or care leaver. Referrals may also be received internally from one of Off the Records projects such as the children’s rights and advocacy service or the young parent’s project. In this instance the referral and signposting procedure should still be followed.
SIGNPOSTING is where a client is merely directed to one or more appropriate suppliers. An example of this would be giving the client telephone numbers of local solicitors firms franchised in the area of the enquiry, from the CLS Directory.
The need for signposting will usually arise when an individual first provides information about the type of problem they have. This may be part of outreach work or when the individual comes to our offices or when they contact us by telephone or email. Signposting may also be appropriate for people we are supporting in the longer term but the particular problem may fall outside the scope of our services.
When It Is Necessary To Signpost Or Refer A Matter:

Factors to take into account when deciding whether to refer/signpost a matter rather than Off the Record taking forward the client’s problem include:

1) Whether the client is a young person within our geographical catchment area

2) Whether we have the expertise and the capacity to take on their case.

3) Whether we are the most appropriate agency to meet the client’s needs

4) Whether there is a conflict of interests in taking on the case.

Where we have established an existing client relationship with a young person and they require a different service provider to deal with a problem, you should always offer to refer the client rather than signpost them.

However many young people find it difficult to get appointments with other agencies or even explain clearly what problem they need help with. They may also need careful advice to find or remember to attend an appointment booked for them! We will frequently assist young people by referring them to other agencies after a diagnostic interview.  This is a function of our Drop In advice sessions.  Experience shows that if young people clearly understand what the agency can do for them, what papers they will need to take, and that they can come back to us if they have a problem progressing their case, the referral is more likely to be effective.

In the case of referrals from Off the Record internal projects for example counseling services, the preference is for clients to ‘self refer’ as an indicator that they are willing participants in the process. Signposting will therefore be the only option. In these circumstances caseworkers should consider facilitating the signpost by allowing the client to use the centre’s telephone to make their first appointment.

Choice of Referral Agency 

Off the Record will signpost and refer to the following agencies:-

· Appropriate services within the local authority, health authority, Connexions Service or Registered Social landlords, and services provided by government departments or quangos.

· Agencies and solicitors firms listed in the Community Legal Services Directory or in directories such as UK Advice Finder.

· Agencies listed in the local Community Directory of local voluntary and community groups who can appropriately meet support or advice needs.

· Agencies who form part of the Connexions referral agencies.

Where the client needs legal advice preference is given to organisations which hold an CLS Quality Mark at the level and in the subject appropriate to the client’s problem.   

The Just Ask Web site or current year’s CLS directory should be consulted.

However, many young people require extended support, help in advocating their needs, help with form filling and basic advice. In this instance an internal referral should be made to our Advocacy Project or to the information and support workers. 

When referring clients, and particularly young people under 18 to private solicitors, community groups and voluntary organisations, additional steps may need to be taken to ensure that:-

· The organisation is appropriately qualified to provide the service offered on referral.


· Any child protection questions are addressed, particularly if the young person is to approach the organisation without being accompanied by a responsible adult.


Most statutory service providers have in place appropriate procedures for police checking staff who have contact with young people. Connexions Advisers, Local Authority and Housing staff working with Young People, Statutory Youth Services and the Scouts and Guides have in place procedures for police checking staff.  

Most voluntary organisations, advice agencies, some other youth organisations, and solicitor’s firms do not. It is preferable that referral agencies are members of networks with a professional code of guidance, - e.g. membership of Law Society or are members of Advice UK or Cit A.  This is not an indicator that the organisation has sound child protection policies. It is an indication that the agency adheres to certain management standards.   

Making The Referral

Our policy is to make and receive referrals by the quickest and most effective means possible. We are open to accepting referrals from telephone contact as this works best. We are happy to make referrals in the same way to agencies who will accept them as this is quick, unbureaucratic and user friendly. Our enquiry record should be used to capture details needed to make or receive a referral.  

When referring a client who is with you, details of the referral itself should be confirmed to the client on the Drop In Form. If you have an existing client relationship with the client and have relevant information on the file, in most cases you should confirm those details to the referral agency by letter or use their form, and provide copies of relevant documents from your file with the consent of your client.   If there is no information on your file which you need to send on but you provide details of the client’s problem by phone, an attendance note should be made of this.

1. When referring, always explain to the client:

a) The reason for the referral.  It is important that clients are informed of the reason why a referral is being made. They should have these explained fully to them (however, please be mindful of confidentiality issues where the reason is related to conflict of interests). 

b) What services the client can expect from the service provider.

c) The time and date of the appointment, name of the person to ask for and the address.  Directions may also need to be given.
d) What papers to take with them.

e) What costs if any, they can expect to incur including information about the statutory charge if it applies to a problem they need advice on. If, for any reason we are referring an existing case or a Level 1 contract matter, to an alternative provider, confirmation of any cost implication must be confirmed in writing.   

f) The Drop In Form should be used to confirm all these details to the client and is filed with the Enquiry Record or on the client’s file.

2. Where there are several referral options the client should be asked if they have any preferences. The client must consent to the referral.

3. Where referral is made to an alternative provider on an existing Legal Help matter, you must inform that provider that the client has already received advice and assistance on that matter, and subject to the client’s agreement, provide appropriate records and information.

4. For telephone enquiries and drop in clients who you immediately refer on, the Enquiry Record captures details of the provider to whom the client was referred (or signposted).  Note on it the reason for the referral and any difficulties referring the case. The Administrator will record details of referrals and signposts on CASEtrack.  

5. Referrals which you make to another service for an existing client should be recorded on the file and a CASEtrack record should be made of the referral.  An enquiry record or attendance note documents the referral on file.  In the CASEtrack system you should open separate subject record for the matter referred, recording the outcome of the matter as a referral.  Details of the name and type of organisation to whom you referred should be noted in the space for comments. Note also the reason for the referral and any difficulties making it.  If you are referring a client who you are assisting under Legal Help to another legal services provider because they provide a service which we cannot provide, you can record an appropriate amount of time for making the referral to the client’s legal help matter.

 Monitoring the Referral

We monitor signposts and referrals to Off the Record on the Enquiry Record.  Referrals and signpostings to Off the Record are reported 6 monthly to the steering group and form part of our needs analysis each year. 

We do not usually follow up clients referred to see if they are happy with the service but they are invited to feedback to us about the referral or report any problems.  If you get feedback from a client on another agency this should be captured on the Further Contact Form and filed by the administrator.   Feedback on agencies and records of referrals made are monitored annually by the staff team. Feedback may be taken into account in future referrals to that agency.

 Alternative Service Providers 

Where a decision is made to make an external referral, the client must be referred to an approved organisaton from details of Alternative Service providers held in the main office which also includes service leaflets websites and directories. The information includes appropriate services within the local authority, health authority, Connexions Service or Registered Social landlords, and services provided by government departments or quangos. Agencies and solicitors firms listed in the Community Legal Services Directory or in directories such as UK Advice Finder. Where the client needs legal advice preference is given to organisations which hold an CLS Quality Mark at the level and in the subject appropriate to the client’s problem.   

The Just Ask Web site or current year’s CLS directory should be consulted.

Agencies listed in the local Community Directory of local voluntary and community groups who can appropriately meet support or advice needs.

Advice staff are specified in different fields of expertise and are responsible for ensuring that their area is kept up to date. The list is updated annually by the senior caseworker after consultaion with colleagues for feedback and reference to any feedback forms returned by clients. 

