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Questions to consider and possible solutions


Q: How do you develop effective referral networks with limited resources?

· Build on what you are already doing

· Build relationships

· Not one individual / intrinsic in system

· Accept ownership

· Culture supported through training/resolve/share problems

· End product worth the effort

· Share resources

· Have regular meetings

· Build in feedback and frequency of contact

· Two-way communication/Build confidence

· Role within job description

· Don’t assume trust – build in time

· Sharing success

· Building systems that work well.

· Need co-ordinator/function to be funded

· Re-prioritise funding – sustainability – allow full cost recovery

· Competitive system does not help sharing data/money (top slicing) auditing funding – consortia approach.

· Importance of client experience and capabilities.

Q: How do we identify, incorporate, engage and sustain all organisations, especially smaller organisations, in networks?

Advice Plus round 1: to contract to participate in network: service delivery agreements

Advice Plus2: Communication – engagement process

· Presentation at staff meetings

· Newsletter – hard copy and email

· ‘Selling’ the benefits to agency and clients – eg electronic referrals

· Collect information informally about referral needs

· Partnership website

· Annual conference

· Themed meetings linking similar agencies

· Search for agencies to join the network, for example via: Charity Commission website, known contacts, phased inclusion – to include ‘problem noticing’ organisations.

· Vary agendas – to accommodate diverse interests and services
Training

· List of personnel willing to visit other projects to spread information.

· The aim is for self sufficiency. Assess time and resources needed

Q: How do we pick an electronic system that suits everyone?

· Defining needs – User group to input and test, researching existing systems in other areas

· All network members have technology/resources to use system

· Core list of essentials members have to have to be part of referral network

· Paper/phone back-up for organisations without essentials

· Assess resources available to develop and maintain system, eg advice and project.

· Number and type of agencies involved/targeted.

· Training needs to use system and on making referrals

· Costs and how they are calculated, eg per user

· Maintenance needs of system

· Sustainability of system – What happens when Advice Plus ends?

Ensuring people use it:

· User group to ensure buy-in

· Re-emphasising the purpose of the network – ie meeting client needs

· Simple to use

· Feedback on referrals to see the value/measure outcomes

· Make life easier, not a hurdle

· Training

· Positive leadership

· Monitoring

· Need for advice

Q: How to ensure effective referral system by initial assessment, especially where large numbers of organisations are involved?

· Reception staff education

· Where organisations don’t have triage systems, educate front line staff

· Problem noticers and other non-advice organisations – start a ‘Five key questions’ type document.

· Flowcharts within organisations

· Training and awareness events (although difficulties of people, time and resources)

· Newsletter/Case study

· Referral agreements within organisations

· Minimum standards/time limits/guidance

· Support for organisations that can’t adhere to protocols due to capacity or other issues.

· Monitoring - How? Especially with more data

· Quality – common standard, eg new General Help Quality Mark

· Issue of client not liking advice.

Q: How do you keep knowledge of capacity/capability of local advice organisations up to date?

Capacity

· An online appointment system maintained daily by each organisation, managed by a dedicated person overall and at each organisation – interpersonal contact also needed.

· A Service Level Agreement sets minimum requirements to decide on acceptance rejection of referral, eg within five days let the client know what to expect.

· Monitor DMA (?) rate for appointments and analyse reasons. Potential to overbook

· Limited period book in advance – 2/3 weeks 

· Identify client’s options beyond network (incl telephone helplines, self help)

· Consent from client to share information with other organisations. Question: How can this work referring from generalist to specialist and beyond CABx (NellBooker)?

Capability

· Choose partners carefully. Quality Marked only?

· Get to know each other beyond formal Quality Mark information/other quality standards. For example, do specialist advice competently but only have general help level QM? In what subjects?

· Other criteria – clarity re client groups served

· Inter-agency training/meetings – Understand each other’s capability and share knowledge/skills/contacts.

Q: How to ensure appropriate referral among advice providers?

· Training – ie making other organisations and individuals within organisations aware of services. Provide a mechanism for ensuring awareness is cascaded within organisations.

· Referral protocols, including clients’ eligibility for the referral. Draw on existing agreements with other providers.

· Fulfilling legal requirements, eg for immigration.

· Sometime appropriate referral needs to be outside an advice provider.

· Consideration of which organisation is best placed to deal with the enquiry.

· Directory of local services

· Shadowing of other organisations

Below is a record of responses to some key questions that attendees of the National Advice Sector Development Forum identified as top concerns.
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