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	Date of next review:


Refer to Section 6 below for information on the process for policy review.
	Policy context: This policy relates to:

	Queensland Standards for Community Services


	Standard1 ( Accessibility of services)

	Other standards
	<<Insert other accreditation systems that apply>>

	Legislation or other requirements
	<<Insert legislation that applies>>


1. Purpose: Why do we have a requests for service and referrals policy?

Actively orientating our services to our target user group will ensure that appropriate services are provided to the people who need them. This policy helps us to: 
· make sure we apply our eligibility criteria consistently and fairly
· keep appropriate records about our assessment of clients seeking a service
· maintain effective referral links with other agencies relevant to our target group
· make appropriate and successful referrals for clients who are not eligible for our service or who would benefit from other services. 
You may wish to write your own purpose statement for your organisation. Otherwise, refer to 
section 1 of the requests for service and referrals policy template guide for questions to consider when customising this section.

2. Scope
This policy will apply to <<Indicate which clients, services and staff the policy will apply to>>

 FORMTEXT 
 <<Are there any limits or conditions on the way the policy applies to some people or groups of people?>> 

Refer to section 2 of the requests for service and referrals policy template guide for questions to consider when customising this section.
3. Policy statement: Our commitment
<<Insert organisation name>> is committed to ensuring maximum access to our services for everyone within our agreed target group and to making appropriate and successful referrals for all clients who are ineligible for our service or who require the service of other agencies. Specifically, we will:

· <<What will your organisation do to implement this policy? List your actions below. These will be reflected by and further described in your procedures>>
Your organisation may wish to develop its own policy statement. Otherwise, refer to section 3 of the requests for service and referrals policy template guide for examples to consider when customising this section.
4.  Procedures

Your organisation may wish to develop its own statements about its procedures. Otherwise, refer to section 4 of the requests for service and referrals policy template guide for questions and examples to consider when customising this section.
4.1 Management of requests for a service

We will respond quickly and appropriately to each new contact with our service, and to new approaches from former or existing clients. <<Insert the variety of ways a client might make contact with your service>>
We accept referrals from agencies under the following circumstances:
· <<List the agencies or groups of agencies>>
· <<Explain the referral process followed>>

 FORMTEXT 

 
· <<List what records you will keep>>

Our process for receiving and assessing requests for a service is designed to be inclusive of our agreed target group and consistently applied. <<Describe the features and steps in your process for managing requests for service, assessing eligibility, and advising clients of the outcome>>
When a client is excluded from or is ineligible for our service, we will advise them of their right of appeal and offer referral to more appropriate agencies. <<Describe the process for responding to excluded or ineligible clients>>
We keep comprehensive, clear and useful records of who has requested a service, how they were referred, their eligibility, and any onward referrals made. 

<<Define the records you keep, and list any forms or formats used for individual client and statistical record keeping>> 
<<Explain how you use these records to review the success of your access policies>>

Refer to section 4.1 of the eligibility policy template guide for  examples to consider when completing this section.
4.2 Making referrals 
We make referrals to other agencies under the following circumstances and in the following ways:
· <<List the agencies or groups of agencies>>
· <<Explain the referral process followed and how you ensure a referral is appropriate and succesful>>

 FORMTEXT 

 
· <<List the records you will keep>>

When making a referral for an excluded or ineligible client, we also <<Explain any specific process followed in this instance or delete if not appropriate>>
Refer to section 4.2 of the requests for service and referrals policy template guide for examples to consider when completing this section.
4.3 Establishing and maintaining referral networks and relationships 

<<Refer to your collaboration in service delivery policy>>
We have identified the need for good working relationships with the following agencies in order to maintain the most effective referral links for our clients:
· <<List the agencies or groups of agencies>>
· <<Describe the contact/agency information that is kept and how it is kept up to date>>

To maintain good working relationships with other agencies, we will <<Explain how you foster and maintain successful relationships with other agencies>>
Refer to section 4.3 of the requests for service and referrals policy template guide for examples to consider when completing this section.
5. Other related policies and procedures

	Documents related to this policy



	Related policies
	<<List related policies>>

	Forms or other organisational documents
	<<List other organisational documents>>


Refer to section 5 of the requests for service and referrals policy template guide for examples to consider when completing this section.
6. Review processes

	Policy review frequency: <<Indicate how often this policy will be reviewed>>
	Responsibility for review: <<Indicate who will review this policy>>

	Review process: <<Describe how the policy will be reviewed>>

	Documentation and communication:<<Describe how the policy decisions will be documented and communicated>>


Refer to section 6 of the requests for service and referrals policy template guide for examples to consider when completing this section.
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