PROCEDURES AND FORMS FOR PROCESSING REFERRALS

We receive referrals primarily via two sources: (A) Phone call from client or from a provider on behalf of a client, or (B) Fax from health care or social service provider

A. Phone call from client or from provider- first steps 
1. Lead CHW (or CHW receiving call) will record the client’s information on the Referral Memorandum (orange ½ sheet on NCR paper)
2. Lead CHW gives top copy to the appropriate CHW to follow up with client, and gives the bottom copy to the AdSpec to enter in database. Go to #3.
» Administrative Specialist— See Referral Data Entry Procedures on page 3. «
B. Fax from Provider- first steps
1. The AdSpec will copy the fax and give one copy to the lead CHW. The AdSpec will retain the other copy to enter into the database. 

2. The lead CHW will give the fax to the appropriate CHW to call. Go to #3.
» Administrative Specialist— See Referral Data Entry Procedures on page 3. «
Next steps for both referral sources:

3. Before contacting the client, look up his/her name in the database to make sure s/he has not already been enrolled. If the client’s name is in the database, let the lead CHW know. If you do not reach the client immediately, track your calls on the referral form you are using. Follow the “procedures for hard-to-reach families” (below). Make at least 6 attempts to contact client before closing. If you need to close the client because you are unable to reach him/her, note CLOSED and reason for closure on the Referral Memorandum or faxed form and give to the AdSpec for data entry.

» Administrative Specialist— See Data Entry Procedures for Closed Referrals on page 3. «
4. When you reach the client, discuss the client’s concerns and his/her interest in services. Use CHW Recruitment Script to describe our services. If client is interested in and potentially eligible for CHW services, use the STEPS CHW Program Eligibility Phone Screen (white form). 

5. Once eligibility is determined, note the outcome on the eligibility form and give to the AdSpec to record in database.
» Administrative Specialist— See Data Entry and Filing Procedures for Enrolled Clients on page 3. «

DATA ENTRY AND FILING PROCEDURES

REFERRAL DATA ENTRY (Immediately after receiving a referral form):

a. Look up client’s name in database to avoid duplications. Click on the Add/View Case button, place cursor in category to be searched (i.e. Patient Last Name). Using the search button, type in the name and enter.  If name matches, check status of client. Let CHW know that client is or already has been enrolled and should not be re-enrolled. (Reminder- do NOT email client names).

b. If client is not a match in the database, proceed with the data entry. Assign an ID number by clicking on the New Record button and assigning the client the next consecutive number. Enter all other required information from the NCR form.

c. Shred NCR form.

DATA ENTRY & FILING PROCEDURES FOR CLOSED CLIENTS:

a. Once a CHW determines that it is necessary to close a client (due to ineligibility,  unable to reach, etc.), the CHW will note on the faxed referral, NCR form, or phone screen form that the client is closed and why and then give the form to the date entry person. 
b. Note in the database that the client is closed and why.

c. Stamp the forms as “Entered” and note the date of data entry. Then file them in one of the three sections in the “closed” section of the alpha filing cabinets.

DATA ENTRY AND FILING PROCEDURES FOR ENROLLED CLIENTS:

a. Go to the Enrollment Tracking screen to enter the date of the assessment visit (information is found on bottom of page 1 of the Eligibility form).

b. Go to the Eligibility Questionnaire screen and enter all remaining information.

c. Create an alpha file for each new client (e.g., Smith, Jon) . Language of client is noted by the following file colors: English- blue; Spanish- green; Vietnamese- yellow.  Alpha files contain all client information except the Baseline and HEC surveys.

d. Create a numeric file using plain manila envelopes. Numeric files contain the Baseline and HEC surveys and are stored in a separately file cabinet from the alpha files.

REFERRAL AND RECRUITMENT DOCUMENTS
	Form
	Purpose and Use

	KCAF Referral Process
	Outlines procedures to strengthen referral communication

	Referral Memorandum

	CHWs use record and track referrals we receive via phone

	Referral Form
	Providers use to fax referrals to CHWs

	Referral Process for Healthcare Providers
	Send to providers to outline our referral process.

	Steps Eligibility Phone Screen
	CHW uses to assess eligibility and enroll clients

	CHW Phone Screen Closing Scripts
	CHW laminates and keeps by phone to use as scripts when communicating eligibility results to the client

	CHW tear-off flyer (English, Spanish, Vietnamese)
	Use for recruitment by posting at locations where people can take a tear-off, such as clinic lobbies, laundromats, community centers, etc.

	KCAF flyer (English only)
	Send to families through the schools (elementary and middle). Also use for posting and distributing to the general public. This flyer emphasizes all KCAF partners’ services (supports the triage line)

	CHW program description
	Use to explain our program to health care and social service providers and other potential referral sources


Procedures for hard to reach families


When referral received, make at least 3 calls to the family.


If no return call, contact referring party to let them know of difficulty. Ask if they have additional contact information or any information that may help you reach them.


Sometimes a public health nurse or case manager working with the family can help make the connection.


If language may be a barrier and we have no staff who can speak the client’s language, let the provider know we cannot serve them. They should instead refer to a public health nurse and Seattle Asthma program.





Lost to Follow-up


For disconnected phone numbers and others who may be lost to follow up, review Lost To Follow-up Issues and Strategies and Tracking Subjects- Strategies to Avoid Lost to Follow-up (section IX).





Closure with Referral Source


Once you have either enrolled a client or closed them because you were unable to reach them, let the referring party know the outcome.























PAGE  
1
G:\FinalSiteReports\KingCounty\Steps CHW Operations Manual\1. Recruitment & Referrals\Processing Referrals.doc
1/4

