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Introduction 
 

Welcome to the distant kit for Making Referrals. As this course is not delivered face to face 
all of the content provided is aimed at being as interactive as possible, providing 
participants with as much information, resources and opportunities to learn as possible. 

 

  

	

In this course you will learn about: 
• Referral protocols and practices 
• How to research and identify suitable referrals 
• Making an effective referral 
• Evaluating of current referral services and 

procedures 
• Developing a referral network 
• Reporting and recording on referrals 
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Some helpful information: 

There is a practice scenario for you to practice your learning with; these do not need to be 
submitted with your assessment. 

When you see this symbol  

It indicates that there is an ACTIVITY to follow. 

Please read the instructions and complete the activity in your book. These activities have 
been designed to allow you to practice your skills and knowledge as you go in preparation 
for the assessment that follows the course on completion of the Distance Kit and activities. 

 

  

!
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Self-Paced Learner’s Guide – some important information 
This Self-Paced Learner’s Guide is your main workbook. It contains information and activities 
to assist you to understand how the information can be applied in the workplace. The 
Learner’s Guide Appendix provides access to supplemental readings and/or resources. This 
Learner’s Guide only refers to legislation and state authorities that are relevant to New 
South Wales.  Although the legislative requirements are similar in other states, it is 
imperative that you know and understand the requirements for the state in which you 
work. 

 

Icons 

           Complete a learning or reflective activity 

 

  

Approaching Distance Learning 
Distance learning is a very different experience to traditional face-to-face training. It 
requires that you: 

• Make a personal commitment to undertake the learning process  
• Take a stronger responsibility in defining your learning needs 
• Access help from others as required 
• Structure your time 
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Some Distance Learning Hints 
 

Be realistic and plan your workload. You will not have to attend prescheduled training, but 
you will have to do regular learning. So if there is insufficient time in your personal schedule 
to do the work of the course, you will be frustrated and you may become stressed. Keep 
reminding yourself of the reason you started the course. 

Organise a study schedule. Identify study times when you are fresh and attentive and stick 
to those times every week. Think of the study times as ‘reserved time’. If you miss too many 
study times, revise your schedule.  

Avoid interruptions. Avoid all interruptions and distractions while you are reading, working 
on the computer, or studying. Take the telephone off the hook if there is no one else 
available to answer it. 

Know where to study. Find a place that is free from distractions. You might consider work--
before or after hours and during your lunch hour—a public library, or a separate room in 
your home. 

Tell your friends, colleagues, or boss. Knowing that others may ask how your studies are 
going is a great way to stay motivated – so that you can tell them about your progress. 

Use good communication skills. Pay careful attention to instructions and be certain that 
you understand what is being asked when submitting assignments. It often helps to develop 
a brief one-page outline before developing the final product. 

Use relaxation techniques to focus better. Relaxation techniques can benefit learning in a 
number of ways: heighten concentration, heighten attention focusing and lessen anxiety. 
Some common relaxation techniques include deep breathing, stretching, and soothing 
music. 
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Referral protocols and practices 
Making a good referral is important.  

For many clients and workers it can be challenging to navigate the service system and to 
access the most appropriate support service. 

Referral means putting people in touch with services or people within their own network 
that have the resources to help them. 

 

  

What is Referral? 

Referral is the process by which a worker connects a client to a 
service/person/group that can meet the clients support needs for a particular 
area of concern or support for the client. Referrals can be made by phoning 
the service you are referring the client too, sending a fax or email. Best 
practice referral is about speaking with a worker from the service you are 
referring a client too to make sure they are aware that the client will be 
attending their service, to check that their eligibility and the service is a best 
fit for the client’s support need and to connect the client with someone 
familiar before they attend that service. Once you have spoken to someone 
from the service you are referring too- you may also be required to send that 
service a written referral, check with the service is this is something they need 
before sending one and always ensure that the client’s privacy is respected by 
forwarding written referrals directly to the contact person at the service. 
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 ACTIVITY: 

What are some of the reasons behind why you make a referral of a client to a service? 
Please write your response in the box provided below: 

 

 

 

 

 

 

 

Workers make a referral when a client is seeking support/assistance for a particular need or 
areas for support. They may require the support for a short period of time or for an 
extended period of time. 

They may be seeking support for: 

• Financial counselling/assistance 

• Intellectual and/or Physical Disability 

• Acquired brain injury 

• Housing 

• Employment 

• Education 

• Cultural 

• Religious/spiritual 

• Medical/Health 

• Mobility/transport 

• Safety 

• Relationships 

• Alcohol and other drugs 

• Children and youth specific services 

• Sexual health 

• Sexuality  

• Community connectedness/social support  

!
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 ACTIVITY 

Are there any other reasons why someone might be seeking support? Please list in the box 
provided below: 

 

 

 

 

 

 

 

 

 

 

  

!
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When do we make a referral? 
When a person asks for support about a particular support need. 

When our service does not meet the needs of the person. 

 

Referral processes 
Greeting the client 

Client contacts your service either face to face or via phone. 

Worker (you) greets the client and welcomes them to the service explaining their name, role 
and ask how they can help 

 
Understanding client support needs 

Client explains that they have contacted your service because they want to talk to someone 
or might need some support – client may be distressed 
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Communicating to understand client and build rapport 

Worker (you) show client empathy and compassion and explain that you will do everything 
you can to get them the right support and if your service can not provide that support you 
will connect them with another service that might be able to help. Offer client a drink and a 
safe and comfortable place to sit while you chat about what they might need. Ask open-
ended questions about what support the client would like 

 
Client might offer more information about their circumstances and the type of support they 
would like 

Identifying support networks and resources 

Worker to ask who the client currently goes to when they need support – their friends or 
family or other services they find helpful; and what they do that they find helpful, to get a 
picture of the clients network and resources 

 
Client may identify a resource or support within their own network they would like to access 
or may indicate they would prefer help accessing support from a service. 
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Researching services for referral and contacting service 

Worker to research ahead of making referral – contact service to ensure they have 
availability and offer the type of service that is right for the client. Check opening hours, 
contact details, eligibility of their service – any restrictions, what age group, gender, culture, 
sexuality, income, etc. so that client is eligible for support with that service. 

 
Once you have spoken to a worker at a support service and the service meets the support 
needs of the client and the client is eligible for the service and the service has availability 
you can then make a referral. Referrals can be made by; explaining the clients support 
needs and circumstances to the worker, or directly connecting the client and the worker on 
the phone so the client can talk about their support needs and circumstances. 

 
Written referral 

It is likely there may need to be a written referral form to accompany a phone call to the 
service for referral. Check with the service you are referring too on what information they 
require prior to sending the form. 
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Making a referral requires the referrer to know the: 

• Eligibility of the client for the service (age, gender, ethnicity, medical background etc. – 
only what is relevant) 

• Hours of operation (am-pm, am-am, or pm-pm) 
• What information is relevant for the referral – what the service needs to know 
• Location of service 
• Contact details for the service 
• Names of workers who will be working with client 
• The services offered 
• Service needs and priorities of the client 

 
Making an effective referral includes: 

• Follow up after referring a client to another service – with a courtesy call, make sure you 
follow up if it is within your role to check that the service received the client and their 
needs were met 

• Network with local people, groups and services to stay up to date with the latest 
information about local services and stay current in programme details 

• Attend interagency meetings – meet new staff and pay attention to new programs and 
services that are running 

• Ensure your referral is made through chatting with the person as a main focus of the 
referral – relationship building is crucial in making a good referral 

• Ensure the person being referred feels safe, comfortable and welcome so you are more 
likely to get a big picture of the person’s experience 
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Types of services for referral 
There are different types of services for referral as there are 3 main differences in service 
delivery types: 

Universal/generalist services 

Which are accessible to all of the general public. Services like health, education and child 
care 

Targeted services 

Which are services that are provided for a targeted group of people for a particular purpose. 

Intensive services 

Are specialized services that provided intensive supports for people with higher support 
needs. 

Everyone can access generalist services. Once upon a time clients were automatically 
referred to specialist or targeted services, which can be beneficial, however it can also 
exclude people; for example people with a disability from accessing generalist services and 
being included in mainstream services. 

  



	

 

Making Referrals – Distance Kit 
© ACWA/CCWT 2020 

Page 16 

 
ACTIVITY: please answer the questions below: 

In terms of referring people, what is the relevance of understanding the differences 
between universal, targeted and intensive services? 

 
What are 3 examples of universal services? E.g. Open to everyone 

1________________________________________________________________________ 

2________________________________________________________________________ 

3________________________________________________________________________ 

What are 3 examples of targeted services? E.g. Meet the needs of a particular group of 
people 

1________________________________________________________________________ 

2________________________________________________________________________ 

3________________________________________________________________________ 

What are 3 examples of specialist/intensive services? E.g. specialized services for specific 
group 

1________________________________________________________________________ 

_________________________________________________________________________ 

2________________________________________________________________________ 

_________________________________________________________________________ 

3________________________________________________________________________ 

_________________________________________________________________________ 

  

!
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Types of services; Universal, Targeted and Specialist 

 
  

	
ACTIVITY:  
Circle the number inside each level of 
the triangle opposite and draws a line to 
the type of service it might belong too: 
 
 
Specialist services 
 
 
Universal services 
 
 
Targeted  

!

3	

2	

1	
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ACTIVITY: 

Please answer the following 3 questions in relation to clients being preferred to the most 
appropriate type of service. Please write your responses in the boxes underneath each 
question: 

1. Who would you prefer to a universal service? 

 

 

 

 

 

 

 

2. Who might be referred to specialist services? 

 

 

 

 

 

 

 

3. Who might be referred to targeted services? 

 

 

 

 

 

 

  

!
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For information regarding these service types go to the reading section at the back of this 
booklet on page 38 and 39 

Why do we need to consider the type of service we might refer someone to when making a 
referral? 
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 ACTIVITY: Practice scenario for referral 

Looking at the practice scenario below think about the following: 

Kearna 

Kearna is an 18-year-old Aboriginal woman who has been experiencing depression. Kearna 
has other health challenges at the moment such as chronic asthma and diabetes. 

She lives with her partner and has been experiencing difficulties with paying her rent as she 
has been unable to work due to the loss of energy she feels when experiencing depression. 
Kearna has been issued an eviction notice and is not sure what to do as she does not have 
any family close by, and is socially isolated. 

 
What are 2 questions you might ask Kearna so you better understand the kind of support 
she is looking for? 

  
  

!

Question 1: Question 2: 
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Tips for asking questions during a referral 

When asking questions try not to make assumptions; the best way to do this is by asking 
open-ended questions that fully allow the person to describe their feelings and perspective. 

An example of an open-ended question for Kearna might be: 

• What kinds of support do you have at the moment? 
• How are you coping at the moment? 
• What does it feel like when you’re experiencing the depression? 
• How can I help you get the support you need? 

These questions ask Kearna to reflect on how she is feeling and coping and also ask her to 
clarify what her support needs are for her and her priorities while also getting to know 
Kearna and how she feels to better understand her. 

Getting the right support 

An example of a question that invites Kearna to talk about the kind of support she is after 
might be: 

 

  

“Kearna you mentioned your feeling quite 
exhausted from experiencing depression 
and as a result you haven’t been able to 
work and pay your rent- it sounds like your 
going through a lot at the moment. What 
would be the most important thing for you 
to get help with?” 

 

“If we could change one thing that’s 
happening for you at the moment what 
would it be?” 
or 
“Sounds like your struggling at the moment 
what would make life a bit easier for you?” 
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Research and identify suitable referrals 
Researching and identifying the support services available to a client before you make a 
referral is critical. It ensures the service is open, able to receive the intended client, and is 
expecting them and has availability of service/s to match their need for support. 

 ACTIVITY: Part 2 of the practice scenario: Kearna 

Kearna has come into your service looking for some support with her feelings so run down 
and having no energy. She also says that she needs financial help so she doesn’t become 
homeless. 

What services could you refer Kearna to? 

In the box provided below, list 4-6 services in your local area or nearby that Kearna could 
access for support in the areas she has identified a priority: 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

!
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Quiz 

Have a look at the statements below and circle either T for true or F for false if you believe 
the statement is something a referrer should do in the case when looking for appropriate 
support services to meet Kearna’s needs. For answers refer to the answers page at the back 
of this booklet on page 41. 

You could ask Kearna if she had used any local or statewide services before and if she found 
them helpful.   T / F 

You could tell Kearna you did not know of any services in your local area and to check with 
her GP on how to get the support she needs.   T / F 

You could Google the kind of service in your local area of surrounding and call them to check 
if they provided the appropriate kinds of support services.   T / F 

You could check your internal databases for a list of services that you could refer to.   T / F 

You could ask an experienced colleague if they had any knowledge on what kinds of support 
services were in the area that would suit Kearna’s support needs.   T / F 
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 ACTIVITY 

What would you need to do during researching a support service so that the Kearna can 
access it? What would you need to find out before making a referral? 

List the top 5 things you would need to find out about the service and their programmes 
before making a referral 

1 

 

 

 

2 

 

 

 

3 

 

 

 

4 

 

 

 

5 

 

 

 

  

!
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 ACTIVITY 

What questions might you need to ask the service in order to understand if they are able to 
provide support services to Kearna? 

Please list 4-6 questions in the box provided that would be important to find out if the 
service was most appropriate in meeting Kearna’s support needs 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

6 

 

 

  

!
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Making a referral 
Now you have asked the person some questions and have a sense of what the person is 
feeling and experiencing and their support need. You have also researched some services 
for referral to meet the clients support need. It is now time to make a referral. 

Types of referral pathways 

There are a variety of ways in which you can make a referral. 

You can call a service on the client’s behalf and make an appointment for them, you can 
provide the client the details of a service to refer themselves to and you can call the service, 
place the client on the phone and connect them to the service directly or transport the 
client directly to the service of referral. These options might also be followed by a fax or 
email with some of the client’s details to the service for referral. 

Cold, warm and hot referral pathways are used to describe the different types of referral 
pathways. 

There are a few different ways you can make a referral. Read the definitions of the types of 
referrals below: 

Cold (self) referral: 

Providing accurate up to date information of a service/services to a client so they can 
contact the service themselves 

Warm referral: 

Calling a service on behalf of the client and advocating for them to be referred to the 
service. Talking to the worker about the clients support needs and circumstances and 
relaying the conversation back to the client, letting them know what the worker has said 
and agreed to. 

Hot referral: 

Connecting the service and client via placing the client on the phone to worker at the 
service to explain their circumstances and support needs using their own words and asking 
questions about what the service has to offer. 

  



	

 

Making Referrals – Distance Kit 
© ACWA/CCWT 2020 

Page 27 

 ACTIVITY: 

What do you think the best type of referral would be for Kearna? 

Cold, warm or a hot type of referral? Please provide your response in the box below and the 
reason as to why you believe on the information you have that would be the best type of 
referral for Kearna. 

 

 

 

 

 

 

 

 

 

 

 

Referral pathways: Best practice 
It is certainly best practice to make a referral as warm as possible. 

That means connecting a person with a service to increase the chances that they will engage 
in the service and may start to develop trust with the person/service they are referred to; to 
get the support they need. The warmer the referral, the better the client has been 
connected to the support service, e.g. directly taken to the service or placed on the phone 
to speak to a worker at the service. 

There are also times when cold or self-referral is appropriate – especially when someone 
would rather have the details of the service and self-refer. It is always better to ask 
someone how they would like to be referred rather than assuming. 

  

!
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Evaluate current referrals 
Evaluating the way you provide a referral and the organization in which you work supports 
referral process is key to maintaining a high standard of referral making. 

 ACTIVITY 

Please read the following 3 questions regarding how you and/or your organization 
evaluate your referral practices and process 

Q1. Do you or does your service currently regularly evaluate the referral process you use 
when referring clients? 

Please circle yes or no in response to the question above: 

Yes / no 

Q2. Do you have any way of capturing and recording client feedback about staff and the 
referral process? 

Please circle yes or no in response to the question above: 

Yes / no 

If you answered no to both questions, you may need to consider the implications this is 
having on your service delivery. By engaging with clients in their feedback on your service, 
you can better understand how your services could be improved as well as handling any 
complaints so that clients feel satisfied they are being listened to and valued. 

  

!
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Developing a referral network 
Developing a network of contacts at a wide number of local and state wide agencies enables 
you to give better referrals as you are able to contact people at the correct services and 
remain up to date with changes in the program hours, eligibility, days, services and staff. 

It also creates a network, which provides holistic support for clients who contact your 
service. For example, if your service provides case work and a client is looking for support 
with some financial difficulties; you are better able to make suitable referrals by knowing 
the services in your area or a field that the person could be referred to, what they can offer 
and meet the client’s support needs. 

If you didn’t have the awareness of a wide variety of services you may make an 
inappropriate referral or none at all. 

ACTIVITY 

Q. Do you currently have a network of contacts in a wide range of services that you 
frequently use when making a referral? 

Please circle yes or no in response to the question above: 

Yes / No 

Q. What would some of the benefits be in maintaining a network of contacts at a variety of 
services both locally and statewide? 

Please provide your written response in the box below: 

 

 

 

 

 

 

 

  

!
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ACTIVITY 

Please indicate who your network of service for referral are using the circles provided. 

Write your service inside the large circle in the middle. 

Then record each service that is part of your network for referral or networking. 

Write the name of each service you come into contact with and refer to on a regular basis 
(at least a few times every 6 months) in each circle:  (If you run out of circles, draw some 
more and fill those in with services in the spaces surrounding. For an example of one that is 
complete, go to page 30) 

 
See example on the next page of a network circle 

  

!
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ACTIVITY 

Q. What do you do to stay up to date with each of the services you listed inside your 
networking circle? 

Name at least 3 strategies you currently use/or could use to maintain up to date with the 
services you network with 

Please provide your written response in the box below: 

 

 

 

 

 

 

 

  

!
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ACTIVITY 

Q. What do you do to stay up to date with each of the services you listed inside your 
networking circle? 

Name at least 3 strategies you currently use/or could use to maintain up to date with the 
services you network with 

Please provide your written response in the box below: 

 

 

 

 

 

 

 

*Think about any meeting you to go, or systems you use to maintain regular contact with 
other services who you make referrals to – or could make referrals to if you are not doing so 
currently. 

Your network might include the following services: 

• Financial counselling/assistance 
• Intellectual and/or Physical Disability 
• Acquired brain injury 
• Housing 
• Employment 
• Education 
• Cultural 
• Religious/spiritual 
• Medical/health 
• Mobility/transport 
• Safety 
• Relationships 
• Alcohol and other drugs 
• Children and youth specific services 
• Sexual health 
• Sexuality 
• Community connectedness/social support 

!
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Cultural Considerations in Networking 
Networks and network relationships should be used to promote services that provide 
equality of service, equal opportunity and social justice. 

Cultural diversity is related to: 

Ethnicity Race 

Cultural norms and value Beliefs and customs 

Kinship and family structure Gender and gender relationships 

Age Disability 

Sexuality Special needs 

Religion Language 

Being an effective networker requires you to identify potential discrimination or culturally 
based obstacles. This is now always easy to do because it challenges us to show respect for 
values, attitudes and behaviours that may be outside our comfort zone. We must 
consciously develop mutual respect for each other’s attitudes, values and beliefs. This 
requires a clear understanding of the concept of equity, equal opportunity and non-
discriminatory practice. In this way, we can redress discrimination that unfairly 
disadvantages and promote equality of service, equal opportunity and social justice for all. 

Sometimes we need to look to the behaviours to identify cultural barriers, sometimes we 
look to attitudes to explain why for example, we are not engaging with a particular agency, 
sometimes we need to go deeper to uncover the values that may give rise to positive or 
negative networking practices. 
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Recording and reporting referrals 
Reporting and recoding the referrals and types of referrals made will help both yourself and 
your organization to understand what services clients are needing to access for support, and 
further your understanding of the kinds of challenges clients contacting your service face. 

Recording referrals is an important part of providing a transparent and accountable service 
for clients and the community.  

This is an example of the kinds of recording your organisation might do in order to maintain 
customer service delivery and to ensure people contacting and accessing your service are 
able to  

Client service, feedback and referral reporting 

Supporting people plan 

Insert your organizational 
targets for meeting the needs 
of people contacting and 
entering into your service 

Assessment of service delivered to client 

Fully met 
(record reason) 

Partially met 
(record reason) 

Not met (record 
reason) 

Service catering for people 
from all sections of the 
community? 

   

People entering the service are 
provided with a referral that 
meets their support needs 

   

People contacting the service 
are provided with a referral 
that meets their support needs 

   

People who contact our service 
to access our programmes 
receive the service they are 
looking for and have their 
support needs met 

   

Clients receive appropriate 
service and levels of care and 
respect 

   

Clients are asked for and then 
receive the opportunity to 
provide feedback on the 
service of the organization 
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Supporting people plan 

Insert your organizational 
targets for meeting the needs 
of people contacting and 
entering into your service 

Assessment of service delivered to client 

Fully met 
(record reason) 

Partially met 
(record reason) 

Not met (record 
reason) 

Clients are made aware of 
their rights in making a 
complaint against the 
organisation 

   

By recording the types of referrals you make each day and whether or not the people who 
contacted your services had their support needs met either through your own service or by 
making an appropriate referral; you can advocate for more support via resources and 
funding. 

It is also a good way of keeping track of how many people are contacting or accessing your 
service so you can report actual numbers of clients assisted to managers and funding 
bodies. This is also a way of advocating for additional service for clients who may not have 
their support needs met. 

Privacy and confidentiality 
Always ensure files and paperwork regarding people’s personal information is kept in a 
secure system whether in a filing cabinet under lock and key or in an electronic file with 
restricted access only for staff/staff members who are directly working with the client. 

Always inform clients about their right to privacy and confidentiality. By explaining to a 
client that you may need to tell someone if something they say means they or someone else 
is at risk let’s the client know what to expect if they do tell you something about risk of 
harm and they know what the consequences will be. 

The client also needs to provide verbal or written consent if you are sharing their details 
with other agencies, or are keeping their personal information on file. 
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Prioritizing support needs 
It is essential to understand the urgency for the referral and the level of support required. 
Workers who understand the different types of decisions that are involved in making an 
appropriate referral when clients present with a variety of support needs and may need 
assistance immediately and urgently or in the medium to long term. 

ACTIVITY 

Develop a priority tool for assessing the support needs of people attending your service. 
Make sure it includes high-low support needs and the urgency of the support need: 
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Think about the priority tool as something that defines the process in how you might do a 
referral when someone comes into your service with support needs and how urgent it might 
be to assist them in accessing the correct support thinking about timeframes of immediate 
and urgent-not urgent. It might also be useful to include the kinds of responses you and 
your service will provide if clients attend your service for support across a variety of support 
needs from no referral-referral and follow up. You can use the box above to create a priority 
tool for how you refer clients. You might like to draw a flow chart or simply record the steps 
as a process. See the reading material section on prioritizing support needs on page 40 for 
additional information. 
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Reading materials 
Please read through the reading materials below to gain additional material to support the 
content that is in the Distance Kit. 

This will also support your decision making when making a referral to the most appropriate 
service so that clients are able to access the best fit response for their support need. 

Service delivery types 

Support Delivery Models 

Universal services and supports are aimed at the general population and are accessible to 
all, including through outreach. Their main goal is to increase protective factors and reduce 
risks for child development, provide support for optimal family and community 
environments for all children, and provide early identification and referral for children and 
families who may require more targeted or tertiary services.  

In addition to core maternal, child and family health, General Practitioners, early childhood 
education and care services, and family support services, universal approaches include 
broader supports such as paid parental leave, medical benefits, child care assistance and the 
provision of information about child development. 

Targeted services and supports target children and families or communities who have a 
higher need or higher risk than the general population. The joint aims are to minimize the 
effect of risk factors for children and to build protective factors and resilience.  

Importantly, the services and supports work to reduce inequalities in outcomes between 
groups of children. Priority and increased access to universal services is one form of 
targeted support, for example, health care concessions, childcare assistance, family 
payments and rebates, and offering an additional year of preschool to children from 
marginalised families.  

Other forms include: outreach programs, supported playgroups, health services, disability 
and inclusion support services and parenting or family relationships programs. 

Intensive services and supports are individually tailored responses to a particular child and 
family situation that is highly stressful that provide high levels of support for children and 
families facing complex challenges. Examples are parental substance abuse, mental illness 
and homelessness, and when children are experiencing or at risk of abuse or serious harm. 
The aim of these services is to prevent or reduce the risks to children and build parents’ 
skills and capacity. These services may include intensive whole-of-family services, specialists 
and treatment programs for parents. 
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Another example of intensive services are the specialist supports for children with 
disabilities, which help to build on the child’s strengths and maximise their development, 
reduce the impact of disability, improve the child’s functioning overall and support the 
family. 

Intensive services for adults are an important contact point for some of the most 
marginalised children who might not routinely attend children’s services due to family 
difficulties, i.e. lack of transport. 

Different families require different levels of support at different times. In a truly integrated 
system, there are pathways from universal service to more targeted and intensive services, 
but also from higher-end services back to universal platforms.- Department of Human 
services 
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Prioritising Support Needs 

Determining the level of support required when making an assessment or a referral is 
critical in making an accurate summary of what the person is identifying as their need for 
support. If your service does not have a tool for prioritizing support needs it is a good idea 
to develop one with your manager and team and client/s to ensure best practice and 
standardization of procedures.  

It may also be useful to have a guide to prioritising a person’s need for support. 

The table below is a guide for how to make decisions when a person comes into contact 
with you at your service in how you might make the most appropriate referral. 
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QUIZ answers 

You could ask Kearna if she had used any local or statewide services before and if she found 
them helpful. 

True- Kearna may have already used a local service that has been helpful to her in the past. 
She may also be involved in Aboriginal groups or services, which she might also find helpful 
and supportive. By asking Kearna what services she has or is using and are helping her, you 
might be able to connect her with services that will support her and meet her needs or find 
others that she may not have tried and may be open too. 

You could tell Kearna you do not know of any services in your local area and to check with 
her GP on how to get the support she needs  

False- Even if you were unsure of any services in your area or surrounds that might be able 
to support Kearna telling Kearna to go to her local GP without exploring the services or 
options that are out there would be unhelpful and negligent  

You could Google the kind of service in your local area of surrounding and call them to check 
if they provided the appropriate kinds of support services    

True- Using the internet can be a quick and easy way to contact support services to see if 
they are able to meet her support needs. The internet can often have old websites and 
details on it so ensuring you follow up your online research with a phone call to the service 
is vital in making sure you provide Kearna with the right information. 

You could check your internal databases for a list of services that you could refer too    

True- Often services have their own databases or referral booklets that help workers to 
identify support services quickly and accurately. By checking the service details remain 
current and up to date referrals can be made easier by this process. Always check ahead of 
referring a client to a service that the services details are correct by ringing ahead. 

You could ask an experienced colleague if they had any knowledge on what kinds of support 
services were in the area that would suit Kearna’s support needs    

True- Calling on other workers for assistance who have extensive knowledge of the support 
services in your local area and beyond can be a useful way of quickly locating the 
appropriate service for referral. 

In order to make a referral accurate you would still want to call the service and double 
check their eligibility, opening hours and services etc. prior to making a referral for Kearna 
or any client. 
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