Checklist for Practice – Entry / Screening

· Get to know the services in your area and let them know what your service can do so that you receive appropriate referrals – you can do this by writing, ringing or visiting, having an up-to-date website, distributing service brochures and/ or participating in networks or inter-agencies.

· Develop a protocol for when clients are referred to your agency. This will include how and when you contact them, and will help to put the person at ease and explain what your service does 

· Gather information that will establish whether you will be able to help, including whether the client is eligible under your service’s guidelines.

· Clarify whether your agency is best placed to be the lead agency in a case work situation – if not you may need to establish a referral to another agency to take on that role, although you may still be able to help with part of the client’s needs.

· If you can’t help, refer the person to someone who can. Some of the people who most need help can ‘fall through the cracks’, disconnect from services or give up on help-seeking at this point. Increasingly, networks of services or consortia are working closely together to make it as easy as possible for a person to find themselves in front of a worker who can provide a practical response.

· If you need to put someone on a waiting list, give them a realistic indication of how long they are likely to have to wait, and try to organise interim responses to their urgent needs until then.

· Explain the process of working together, including your service’s approaches to case management. Provide information about any complaints or appeals processes available to the client.

· This is also a chance to identify any special needs or requests the client may have – cultural issues, disabilities etc – so that your service can respond appropriately. For example, some people would prefer to work with someone from their cultural background if possible.

· Follow your agency’s procedures and relevant legislation to gain consent from the client to provide services and to share information as appropriate. Be clear about what sort of information might be shared and with whom. This is important to establish a respectful working relationship. 

· Meet urgent needs fast by offering concrete assistance quickly, particularly where there is a crisis. 

· Use outreach where possible rather than expecting people to come to you. This is particularly important with hard-to-reach client groups.
Adapted from Planned Support Guide, QCOSS, 2009
