Information Sheet:

E-referral in the homelessness system
Benefits of e-referral

The Homelessness Sector was reformed between 2008 and 2011, largely in response to consumer feedback that the Sector was difficult to navigate. One issue that clients
identified was that they were ‘telling their story’ too often.

E-referral has been created as a mechanism to:

e Help homelessness workers create a more seamless service system for clients by enabling sharing of client information, with their consent.
e  Save time for homelessness workers — e-referral will create creates and auto populates clients files and enables download of documents.

e Increase security of information for access/entry points sending referrals to homelessness services and for homelessness services to forward updates to access/entry
point or to other homelessness services.

E-referral has been operational in SHIP and SRS since 2018. E-referral capacity has now been incorporated into SAMIS so a new ‘go live’ date has been established to assist

the Sector to move to e-referral simultaneously: Wednesday 15th November 2023.
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You can access e-referral training videos from the ‘go live’ information session here:

e  Overview session - https://bit.ly/eReferral-Overview
e  Demonstration session - https://bit.ly/eReferral-Demonstration

Notes:

e All SHIP, SRS and SAMIS services can now send e-referrals. All SHIP and SRS services can now send and receive e-referrals.
e Access/entry points can send referrals to support agencies through e-referral. SHIP will automatically create a client file, when a referral is accepted.

e  Support services can ‘e-refer’ back to an entry/access point at the end of support period so that the access/entry point has the most up to date information if the
consumer re-presents. Support services can also e-refer on to other services supporting a consumer.

e  Consumer notes, sections of notes and uploaded documents can be sent with an e-referral.

e Sending client details via e-referral is much more secure than emailed referrals.

e Inthe future there will be a facility for more of the transferred files (such as MARAM) to be auto-populated into the receiving agency’s SHIP .
e  Services can create an e-referral and then email it to agencies that do not have e-referral facility.

e Departmental follow up: DFFH will incorporate the expectation that homelessness services will referrals and updates via e-referral, rather than emailing referrals into
the updated Homelessness Guidelines and Conditions of Funding.



https://bit.ly/eReferral-Overview
https://bit.ly/eReferral-Demonstration

Setting up e-referral
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In the ‘Services’ tab, ensure that ‘receive referrals internal’, ‘receive referrals external’, ‘send email notifications’ and ‘receive email notifications’ are ticked.

All SHIP workgroups should identify an email address for receipt of e-referrals. Ideally services will set up a generic email address for the workgroup, rather
than providing a specific worker’s email address. If you need any help with this, contact In

Anyone is a workgroup can see that a referral has come in on the ‘Referrals’, then ‘received’ tab.




Sending an e- referral:
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With client consent, you can send e-referrals to any homelessness agency. You can also create an e-referral to email to an agency that does not have e-referral facility.

To send a referral, click on ‘Referrals’ tab, then ‘Create new referral’. Most referrals will be ‘external’ (to another agency). Inserting Shift % in ‘send referral to’ will
provide a list of any external agencies that your organisation can refer to.

If there are multiple workgroups in your agency, you will have an ‘internal’ and ‘external’ button.

Select the agency to refer to and click ‘submit’. Click ‘save draft’. This brings up some information that is already in the system and provides some fields for additional
information.
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e  ‘Select and upload’ provides a link to attach external documents. Clicking on ‘client file’ shows the range of information available about the client. Click on
the information that you would like included in the referral. If you select ‘case notes’, you can choose the date range for case notes.
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e  Youcan also print out a pdf version of the referral to send to agencies or attach the pdf to an email.

e  The referral tab contains a list of all referrals sent, which is a useful way to track referrals. The referring and receiving agency can communicate with each other
through the referral.

e  E-referrals can be sent to non homelessness services listed in Infoxchange Service Seeker, but files cannot be added to these referrals. If you are sending a
referral to an agency not in the Infoxchange directory, you can create the referral by clicking ‘manual’.

Consent to send a referral:

If the agency has obtained consent from the client to transfer their information through the homelessness service system and this consent is held at the service, then a
copy of the consent does not need to be transferred with the referral.

DFFH advised that, according to the privacy framework, consent wording to clients is that you will share their information as needed, to achieve the client's primary
goal. If they do not want you to share their information, then they should not provide it to you.




Receiving a referral
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e The ‘Referrals’ tab provides lists of referrals received, accepted, declined sent and in draft.

e Once anew referral is received, the receiving service can accept or decline the referral. If the referral is accepted, then the referring service is notified (comments
can be added into the acceptance). The referring and receiving service can continue to communicate about the referral through the comments area.

o |If a referral is accepted for a new client, the receiving agency has the option of automatically creating a new client file, with some of the client’s details auto
populated into SHIP/SRS.

e Documents attached to the e-referral can be manually saved into the client file.




Each worker in a workgroup can see referrals received in a referral tab. This list of referrals identifies the status of each referral, the referring agency and the consumer’s n{jm
Unopened referrals are marked ‘new’.
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If you click on the client file icon on the left hand side, you can open the client file.
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This referral document includes a client file. Clicking on that client file will open a pdf outlining everything that the referring service has sent.
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The receiving agency can acknowledge, accept, or decline the referral and can type in updates, which can be seen by the referring agency. The referring agency can also
type in updates:
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Once a referral is acknowledged, the receiving agency can search to find out if the consumer is already in their system.
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If the consumer is not in the system, click ‘add new client’ button. Once the consumer has been added as a new client, information from the referral will be auto populated
into the new client file.

Information that has been attached, such as the MARAM and information about the support period is manually selected from the client file and can be saved into the new
consumer file.

Once a referral has been accepted, the receiving service can select a ‘referral outcome’ as a report back to the referring agency.




The Referrals tab includes tabs for referrals received, accepted, declined, sent and in draft:
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If you have any issues with e-referral, Infoxchange support can be contacted on: Phone 1800 627 191
Option 1: SHIP support
Option 2: All other queries including Validata™ support

Email homelessness@aihw.gov.au
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