Guidance notes on referrals through the Single Access Point Project

This guidance has been written to aid and inform both referrers and service providers who will be using the newly created Single Access Point system and the attendant referral form.

Aims of the Single Access Point

The Single Access Point is  new project which has been specifically created to meet  the needs of referrers, service providers and customers within the context of housing support. It was felt that benefits could be gained from the introduction of a co-ordinated system of referral processing and monitoring and by the creation of a post dedicated to the running of this project. The core aim of the Single Access Point is to place the customer at the centre of the referral system and to ensure that so far as is practicable, customers are able to access the service that best meets their needs in a timely and efficient manner. 

This will be achieved by the creation of a dedicated Access Officer post who will oversee and co-ordinate the routing of referrals through the gateway, collating data on applicants and passing referrals on to service providers.

The Single Access Point will be rolled out in a series of phases, targeting specified groups of service providers. The pilot phase will concentrate on floating and young peoples accommodation support providers.

Services included in the pilot phase of the project – December 2009  

Floating Support Services

	Client Group/ type
	Service Provider
	Name of Floating Support Service

	Owner occupiers - generic
	Stonham
	Owner Occupier Floating Support Scheme

	Private Rented - generic
	Citizens Advice Bureau
	Private Rented Tenancy Support

	Social Housing - generic
	York Housing Association
	York Flexible Support Scheme

	Learning Disabilities
	The Salvation Army
	Community Support Link

	Mental Health
	Richmond Fellowship
	Floating Support

	Travellers
	City of York Council Homelessness Services
	Travellers Services

	Domestic Violence
	Independent Domestic Abuse Service
	Outreach Support

	Young People
	Tuke Housing Association
	Scarcroft Floating Support

	Young People
	Foundation 
	Independent Living Scheme

	Young People 
	Foundation
	Teenage Parents

	Young People
	CYC
	Mediation

	Drug Problems
	Foundation
	DIP Bond Guarantee Scheme

	Alcohol Problems
	York Alcohol Advice Service
	Floating Support

	Alcohol Problems
	Peasholme Charity
	Melbourne Project (Floating)


Supported Accommodation – Young People

	Name of Service

	Safe and Sound Homes (SASH)

	Southlands Road Hostel

	Scarcroft Project


Notes for Referrers

If a referrer believes that the customer they wish to refer may be suitable for any of the services listed above they should complete the Single Access Point referral form. This can be downloaded from the Supporting People website at: 

http://www.spkweb.org.uk/Your_local_area/GOYH/York/Information_for_providers/
If thee referrer is unclear as to whether the Single Access Point is the appropriate route for their referral, they should contact the Access Officer for further information. Service providers who are included in the scheme will be directing referrers who wish to access their services to the Single Access Point form and project and asking them to refer via this route. 

The referral form has been specifically designed to meet the needs of the Single Access Point project. Its function is to capture that data initially required by the service provider to decide if the referral can be accepted and to do so in a manner which is transparent, logical and easy to complete. The form is composed in such a way as to be applicable to all the services within the project, meaning that referrers and customers will only be required to complete one form which can then be passed to a number of providers as required. 

The form should be completed in full, with every question being answered. The majority of questions require a tick box answer, with further information to be provided if applicable. As such, the form should not prove too difficult or time consuming to complete. It is preferable that the form be completed electronically, but it may also be printed off and hand written if this better meets the needs of referrer and customer. 

Page two of the form invites the referrer to identify a number of services which they feel may be suitable for the referral to be passed to. The referrer does not have to complete this section, and completion of this section does not automatically mean that the form will be passed to the providers specified, however the Access Officer will take the views of the referrer into account wherever possible and as such any indication of preference is a valued part of the process.

Once completed, the  form should be sent to the Access Officer:

Alice Walker

City of York Council

Housing and Adult Social Services

10-12 George Hudson Street

York 

YO1 6ZE

01904 554095

alice.walker@york.gov.uk

The Access Officer will acknowledge receipt of the referral form within 48 hours of receiving it, so far as is practicable. Once the Access Officer has received the referral form, it will be assessed to ensure that it has been correctly completed and that enough information has been provided to allows the application to progress. If further information or clarification is required, the Access Officer will work with the referrer to ensure that this is provided. The Officer will also liaise with the referrer in order to identify the most appropriate service provider, if necessary.

The Officer will inform the referrer when the form has been passed to a service provider and when the service provider has decided if they can accept the referral. If they are not able to accept the referral, the Officer will identify other appropriate providers to pas the form to. The referrer will be kept informed and invited to engage in a dialogue around the identification of services.

Once the decision has been made by a provider to accept the referral, they may wish to contact the referrer for further information regarding the customer in order to progress the referral. Once this acceptance has been communicated to the Officer, the process will revert to service specific protocols in terms of how the referral is then progressed. However, it is expected that this process will be conducted in a timely and transparent manner and that the Access Officer will be informed of all decisions at every stage. 

In the event of the application being turned down at any stage, it is expected that the provider will inform both the referrer and the Officer. The Officer may then choose to investigate the rationale for this rejection and feedback to the referrer any pertinent information that may assist them to make successful referrals in the future. The Officer will continue to identify suitable service providers.

Notes for Service Providers

Services which are included in the Single Access Point project will receive referrals via the Access Officer. Theses referrals will be in the form of the Single Access Point referral form. This can be downloaded from the Supporting People website at:

http://www.spkweb.org.uk/Your_local_area/GOYH/York/Information_for_providers/
The Access Officer can be contacted  at:

Alice Walker

City of York Council

Housing and Adult Social Services

10-12 George Hudson Street

York 

YO1 6ZE

01904 554095

alice.walker@york.gov.uk

Prior to the referral being passed to the service provider, it will have been assessed by the Access Officer to ensure that it is correctly completed and that it contains the information that the provider should require to be able to make a decision as to whether the application can be accepted and taken forward. Forms that do not meet this standard will be sent back to the referrer and the Access Officer will advise them how to better complete the form.

The Access Officer will pass referrals to the service/s which best meets the needs of the customer. The Officer will also take into account the availability of service provision at the time of referral in order that the customer will have access to service in a timely manner. This should also ensure that service providers with vacancies or voids are matched with an appropriate customer base. 

In order to do this service providers will be expected to co-operate with the Access Officer in the gathering of information about waiting lists, voids and planned and potential changes in service users and the Access Officer will contact services at regular intervals to collect this.

Service providers will be expected to direct all potential referrers to the Single Access Point project and form and to encourage then to use this route to access services. The project will be contacting potential referrers to inform them of the new system but we understand that it make take a period of time for this to be comprehensively adopted by referrers.

During the initial stages of the implementation it is appreciated that service providers may receive referrals directly from referrers and using the old service specific forms. In order to ensure that the data set collected is as complete as possible, services will be expected to pass basic information about these referrals to the Officer for recording and monitoring purposes. 

Once the referral has been passed to the service provider, they should inform the Access Officer whether or not they can accept the referral. If they are unable to accept it, the Officer may contact the provider to discuss the rationale for the rejection and to ascertain if any further work could be done to make the referral more acceptable.  Once the service provider has communicated to the Access Officer that they are willing and able to accept the referral it is expected that the provider will then undertake any further information gathering which may be required to progress the application. It may be that the provider wishes to use their pre-existing referral form to collect data or that their service specific needs require them to augment the Single Access Point form with additional with additional questions.

Once a service provider has made a decision to finally accept or reject an application, they will inform the Access Officer and the referrer directly. The Officer may then contact the provider and request a rationale for the decision and to discuss any factors which may have led to the applicant being deemed unsuitable for the service. This is to ensure that customers are being referred to the most appropriate service and to look at any potential changes or improvements that could be made to better ensure the best possible match between customers and provision.

