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MAKING A REFERRAL
1. Login
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Go to www.advicenorthsomerset.org.uk. Scroll down to Referrals and press Launch Referral System (green button):
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Common Advice Queries

How do | apply for a blue badge disable parking permit? A relative needs me to help them manage their affairs, what can | do?
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This takes you to the login page of the referral system:
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Username: initial of your first name, plus surname, eg. dnicoll, aloring. The username name is NOT case sensitive. 
Password: you will be sent a unique password which IS case sensitive. It is recommended that you change your password straight away to something more memorable. You should change your password fairly regularly. You can do this via the Update Password link at the top of your screen. 
Login with: should be set to “No multi-factor authorization”.
2. Create referral

On the dashboard, click the Create a Referral tab.
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3. Referral information: referral details (step 1 of 4)
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Advice issue: –select the main issue (eg. benefits, debt, employment). This will bring up a list of “Questions to Ask” which will vary depending on your selection.
Organisation to refer to: this is “North Somerset CAB”.
Criteria for North Somerset CAB referrals: you will need to tick the two boxes to confirm the referral meets criteria (tbc) and that you have client consent.
4. Referral information: client details (step 2 of 4)
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Name fields and Date of Birth are mandatory.
Caseworker: the name of the person working on the case from your organisation whether this is the same as the person making the referral or not.

Case Reference Number: your own internal reference number, if you have one.

5. Referral information: social profile (step 3 of 4)
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The data collected here includes gender, whether or not they have a disability or any health problems, ethnicity, etc.

None of these fields are mandatory but as well as giving North Somerset CAB more in-depth background information, this information enables ANS (and participating organisations) to collect statistical data, thereby identifying trends and ultimately looking at how we can more effectively meet client needs.

6. Referral information: background details about the referral (step 4 of 4)
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1) Reason for referral: explain why you are referring the client.
2) Background or supporting information: any information that is relevant to the referral but is not covered elsewhere, including special needs or requests and when/where the client is available for an appointment.
3) Actions being taken by you or another organisation: is there anything that you are still doing/supporting the client with? Are other organisation/s involved such as Shelter or Social Services, who may be looking after other issues?

4) Risks identified with this client: any relevant risks that the advisor should be aware of.

5) Goals to be achieved for the client and/or the relevant agencies: what the client wants to achieve.

 .

7. Sending the referral

Relevant Documents

Here you can upload financial statements, etc. These will be securely held.

Would you like to receive email updates on this referral?

Emails generated via ANSWeR - for both incoming and outgoing referrals – will always be sent to a single designated contact point for each organisation.

In addition, if you would like to receive a copy of incoming emails (i.e. when the referral has been acknowledged, when it is closed, and any about any notes that are added) you can tick this box. Emails will be sent to the email attached to your user profile.

Create referral

When you’re ready, click the Create referral button. A prompt will appear to ask you to confirm that you have the client’s permission to send this referral and a further prompt asking if you’re sure you want to submit it.

Once the referral has been sent, you cannot change any of the main fields. But you can add notes to the referral (see training notes on ‘General Functions’.

8. What happens next?

NSCAB will receive an email notification advising them that a referral has been made.

Your organisation contact person (and you if you ticked to receive email updates) will be notified by email when NSCAB has logged into the system and acknowledged receipt of the referral. They are committed to do this within three working days.

Another email will be generated when NSCAB closes the referral - denoting either a positive outcome (referral accepted) or a negative outcome (referral rejected). You should receive this within a further five working days.

9. Saving information and logging out

It is not possible at present to save information if a referral is not submitted.

For security reasons if the system remains inactive for more than 20 minutes, you will be logged out. So beware that if you half finish a referral and go back to it after 20 minutes, this data will be lost.

RECEIVING A REFERRAL
10. How do I know when a new referral is made?

North Somerset CAB Team Leader (TL) will receive an email notification which will look like this:

Dear North Somerset CAB,

[name of referring organisation] has referred a client to you.

Case ID: #000

Please use the link below to access further details online and to confirm, within three working days of receiving this email, that you have received this referral. You then have a further five working days to confirm whether or not you will be taking this case forward.

http://referralsystem.advicenorthsomerset.org.uk/admin/view_referral/0
The TL will deal with the referral by acknowledging and closing the referral.

1. How do I acknowledge a referral?

Either click the link on the referral email, or go to the Dashboard and under Incoming Referrals click on the referral in question.

Scroll down to Referral Status and click Acknowledge Referral.

Change the status to Referral received (needs outcome) and then click Update Status.

You can also add any relevant notes in here.

This must be done within three working days of receiving the email notification.

An email with this update will automatically be generated to the contact person of the referring organisation (and the referring user if they have asked to receive updates).

2. How do I print a copy of the referral?

When viewing the referral, click on the blue text in the right-hand corner - View printer friendly version - and print from your web browser as usual.

You should also be able to save it as a PDF - depending what web browser and software you’re using.

3. How do I action the referral?

Once the TL has had a chance to review the referral details, the referral status needs to be closed within a further five working days and one of two options recorded:

Outcome positive: referral accepted

This means you have successfully made contact with the client and are taking the case forward. This generally means that contact has been made with the client and an appointment has been made with a Caseworker.
Outcome negative: referral rejected

This means you are not able to take the case forward and/or you have been unable to make contact with the client within the prescribed timeframe.

This will usually be either because of limitations of capacity, or because the referral was made inappropriately- eg. the client is outside your client group or your expertise. In some instances the client may no longer be contactable. Either way, you need to let the referring agency know as soon as possible that you are unable to take this case forward.

Either click the link in the referral email, or go to the Dashboard and under Pending Referrals click on the referral in question.

Scroll down to Referral Status and click Close Referral. You will receive a message Are you sure you want to close this case? This action cannot be reversed to confirm that you want to close the status.

Select either Closed (Outcome positive: referral accepted) or Closed (Outcome negative: referral rejected) as applicable under the New Referral Status drop down box.

It is important to add notes here to explain the reasons for logging a negative outcome.

This must be done within five working days of the referral being acknowledged.

An email with this update will automatically be generated to the contact person of the referring organisation (and the referring user if they have asked to receive updates).

GENERAL FUNCTIONS
1. Dashboard
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Here your referrals will be organised as follows:

· Incoming Referrals

· Pending Referrals

· Latest Outgoing Referrals

2. Organisation status

[image: image9.png]Llele 3 A=

€ P @ cieralsystem advicenorthsomerset.org.uk/admi/index

Signin {7 Press This {} Problem loacing page

v Would you like to remember the password for
| “sdmin’ on sdicenorthsomersetorg.uk?

—— g, RETOTal System

Dashboard xt | Shrink text enter a name, postcode or reference #

h

Incoming Referrals Pending Referrals

Latest Outgoing Referrals

Update Email Footer | Site Developed by Turnkey LT Solutions | © 2009-2015 TurnKey LT Solutions.





· At the top of the window (on all tabs) you can see your organisation’s current status - either Currently accepting referrals or Not currently accepting referrals.

· Your organisation lead person will be able to change this status to allow for times when workload is overstretched, or staff holidays and training.

· Simply click the [Change to ...] link (this is only visible to lead persons) to switch from one status to another, and back again.

· At the top of the screen you will also find the Update Password and Logout buttons.

3. View Referrals

· Here are all your organisation’s referrals, both incoming and outgoing, listed in date order (oldest first).

4. Statistics

· Here you can download data for your organisation’s referral history, organised by date and according to different kinds of social profile filters.

5. Deleting or redirecting referrals

· If a referral has been sent in error and needs to be deleted, or after consulting with the other agency you decide to redirect the referral you can do this by contacting the ANSWeR Administrator.






PAGE  
2
diana.nicoll@nscab.org.uk | 01934 836244 | www.advicenorthsomerset.org.uk


