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Home-Start in East Lancashire (Home-Start)
Managing Referrals and Waiting Periods Policy and Procedure
Policy Statement
Home-Start is committed to providing a safe, efficient and responsive service to local families with young children up to eleven years of age. Referrals are accepted with the consent of the family. The range of referrals or self-referrals accepted is not limited, except where the resources available are not adequate to meet the number or complexity of cases or where ring fenced funding is secured to deliver support packages to families with specific support needs. Waiting times are carefully managed and referrers and families are kept informed. 
 
Purpose of Policy and Procedure

For funders: As one element of demonstrating an efficient, responsive and reliable service to families, Home-Start will operate to clearly documented referral procedures that can be shared with existing and potential funders and potential partners in joint delivery of services.
 
For referrers: to ensure good safeguarding practice we will ensure that referrers are absolutely clear about the nature, timing and level of Home-Start’s support to families they refer and that they do not mistake occasional support offered to families waiting to be matched with the full Home-Start support service. Clearly documented referral procedures are shared with referrers and they are kept informed at all stages of the support to families including when support ends.
 
For families: Home-Start’s commitment to good matching remains an essential feature of our service.  If a suitable volunteer cannot be identified within the period noted within the following procedure, either due to Home-Start’s capacity or the needs of the family, the referral should be returned to the referrer.  Referrers and funders should be made aware that this is an important part of Home-Start’s commitment to ensuring excellent and safe practice in family support.

Continued Best Practice development: In order to comply with the HSUK Quality Assurance System Home-Start will have and operate to clearly documented referral procedures.

Referral procedure:

Home-Start in East Lancashire has an open Referral Policy and will only limit referrals where there is a lack of resources.
Referrals can be received from any source: eg.the family Health Visitor, School Nurse, Social Worker, School, Nursery, Family Support Worker or other agencies.
All referrals must be received by an appropriate referral form and with the consent of the family.
Families can refer themselves in order to access support without needing to complete a referral form. They will receive a call to ascertain support needs and health and safety information prior to the Co-ordinator’s first visit.  We aim for the assigned Co-ordinator to visit the family within two weeks of the referral being made.
Once a referral has been made
The Co-ordinator will check the family is aware of the Referral to Home-Start and that the referral is appropriate and within the remit of Home-Start. The Co-ordinator may contact the referrer prior to contacting the family to gain further information about the referral.
Inability to accept a referral
There may be occasions when a referral does not fall within the remit of Home-Start or it could be that there are insufficient resources to be able to provide support.
Other considerations may be:
· Level of support needed/identified
· Level of other service offering support to a family already/duplication of services
· Emergency cases e.g. due to crisis, illness/medical attention
· Inability to make contact with the family 

The Referrer will be contacted to say why we cannot support.
Families waiting for support
There may be occasions when we have several families waiting to be matched with a volunteer and, if so, every effort will be made by the Coordinators to maintain light touch support with the family whilst they are awaiting a match. It is more important to wait for the ‘right match’ rather than linking the family with an unsuitable volunteer.
Families will be given the option of either waiting for a Home-Start volunteer or finding an alternative method of support, for example, groups or other organisations.
If support cannot be provided for any reason, both the family and referrer will be kept informed.
Contacting the referrer
Contact with the referrer will be made in the following situations:
· When the initial visit has taken place with the family to advise of the outcome of the visit – this may include whether support is going to be offered or not
· When the family has been matched with a volunteer or other intervention
· When a review has taken place with the family and its outcome
· When a significant change in support occurs
· When Home-Support ends
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