Statewide E-referral ‘go live’ information session

15t November 2023

Welcome and acknowledgement — Andrew Edgar, Council to Homelessness Persons
Andrew thanked everyone for attending. The level of attendance shows a real interest in this function
in SHIP.

This function was turned on in SHIP some years ago but wasn’t fully utilised in the Sector because
Salvation Army services did not have the same functionality in SAMIS.  The purpose of  this
information session is to re-launch use of e-referral across the homelessness sector.

What is e-referral?

E-referral is a function in SHIP that enables homelessness services to send consumer
information, with consent, to other homelessness services. Acceptance of an e-referral will
create a client file in SHIP, with much information auto populated from the referral.

E-referral enables homelessness services to forward consumer information electronically. It
enables entry points to forward consumer information to receiving support services, but also
enables support services to ‘e-refer’ updated consumer information back to the entry points.

Why e-referral? — Sarah Langmore, Western Homelessness Networker
Sarah identified why some Networks have been advocating for use of e-referral.

The Homelessness Sector was reformed 12 years ago, largely in response to consumer feedback that
the sector was complex and difficult to negotiate. Consumers had to ‘tell their story’ multiple times
across services, until they found a service that could assist them.

The Northern and Western Homelessness Networks identified that only consumers can tell us if the
reforms have been successful in achieving their aims. The Networks survey consumers to find out if the
changes made in response to that consumer feedback have been successful. Every few years we ask
consumers if they are still required ‘tell their story’ too often. Sadly, they report that they do. We hear
comments like “Why can’t homelessness workers talk to each other”.

The homelessness system is required to function as a coordinated system, with consumers at the centre.
So, we advocated for e-referral so that, with consumer consent, workers can pass assessments, notes
and documents easily across services. Each contact with a consumer can then build on previous
conversations — rather than starting from the beginning each time.

It was wonderful that the Department funded the e-referral upgrade in 2018. Full use of e-referral didn’t
take off because, at that time, SAMIS had not been upgraded to enable Salvation Army services to send
and receive e-referrals. SAMIS has now been upgraded to enable Salvation Army services to send e-
referrals, enabling this re-launch.



Position from the Department — Bryony Edwards
Bryony reported that the Department supports use of e-referral. It is efficient, secure, it reduces the
need for clients to tell their story.

Achieving full Sector use of e-referral has been complex because homelessness agencies use a range of
portals. Homes Victoria is working with those agencies that have moved away from SHIP to upgrade to
e-referral capacities.

There are a range of levers that the Department could use to ensure use of e-referral, such as use of the
updated Homelessness Guidelines. We are trying this last ‘push’ first.

Salvation Army, Melbourne City Mission and Haven Home Safe still do not have e-referral capacity.
There is likely to be only one agency in each region that does not have capacity to receive e-referral, so
this should not hold back use of e-referral.

How useful is e-referral in an agency? — Jessica Bardic, Beyond Housing

Beyond Housing is the homelessness entry point for Goulburn Ovens Murray. Jess identified that the
service has been using e-referrals for some years and that it has streamlined their operations. The
function has not only reduced consumers re-telling their story, but has also saved time for workers.

One of the key benefits is that an e-referral gives you the ability to upload any information that you have
in a client file in SHIP (case notes, documents, contact details) into a referral.

The organisation you refer to can add notes into the referral. This means the entry point can see what
the outcome of a referral has been. Entry point works can then track the process of a referral and can
assist if the client is not engaging with the support agency.

In e-referral, the receiving agency can an accept, decline or acknowledge a referral. This function helps
the entry point track the client’s journey without having to ring the support agency.

In regional Victoria there are a high volume of clients awaiting support from other agencies. At times
the entry point is actively holding hundreds of clients, many of whom are awaiting finalisation of
referrals. The e-referral system provides a database that the service can use to monitor the status of
referrals.

There is a manual referral function that can be used for services without e-referral. It provides all the
functions of an e-referral, such as attaching documents, but is then sent by an email. Workers then
manually record the outcomes of the referrals.

If a worker is not in the office, anyone in the team can access information about the progress of a
referral.

Jessica recommends use of e-referral as it saves time for workers, reduces the need for clients to re-tell
their story, enables services to track the progress of clients’ journeys through the service system and
assists the services to track trends.



‘E-referral’ how to — Amodha Ratnayeke, Infoxchange

Amodbha is very encouraged to see the level of attendance at this session. More recently Safe Steps has

started using e-referral and has found it to
amodha@infoxchange.org

be very effective. Amodya can be contacted at:

Functions — Receiving/Accepting a referral

E-referral is found on the ‘Referrals’ tab.

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 name. Unopened referrals are marked ‘new’.
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Clicking on that client file will open a pdf outlining everything that the referring service has sent. For
instance, the service has attached a MARAM assessment:
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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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Functions — Sending a referral

Click on the client file, then click on the ‘Referrals’ tab and then click on ‘create anew referral’.
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You can then search for the agency you would like to refer the consumer to. If you know the name of
the service, you can start typing it in the search field. If you input ‘shift + ?’, which will show a list of all
agencies that you could refer to.
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A referral will be created, showing all the information that is auto populated into the referral. The
sender can then type in the primary reason (from a drop down), presenting issues and additional
information into the referral.
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You then need to save the referral as a draft, then you can attach other sections of the consumer’s file
into the e-referral.



You can ‘select and upload’ to attach files from your hard drive.
If you click on ‘Client file’, you can then click on any of the elements below for inclusion in the referral:
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You can then select ‘send’. The referral will be recorded in the ‘sent’ tab under ‘referrals’.
Sending an e-referral to a service that cannot receive e-referrals

Create the referral in exactly the same way. Save it as a draft, then print or download the draft referral
to attach to an email.

The referral will be recorded. You can add comments to the referral yourself and can ‘accept’ the referral
once you hear that the referral has been accepted.

If you are sending a referral to an agency not in the Infoxchange directory, you can create the referral
by clicking ‘manual’.

Infoxchange is working on e-referral functionality, such as the capacity to e-refer to services that are not
in the Infoxchange directory. Infoxchange is also working with The Orange Doors, to enable them to
send and receive e-referrals through SHIP.



Salvation Army — can now send e-referrals but not receive them.

Questions

Q: Does the receiving agency receive a notification when a referral is sent to the agency? Y: If services
aren’t receiving notifications, it means that Infoxchange does not have a notifications email address.
Services can send an email to Infoxchange support, providing an email address for notifications to be
sent to.

Q: Can you use e-referral to transfer to transfer between different workgroups in the same team.
A: Yes definitely.

Q: Don’t we need to get client consent before opening a new support period. A: Consent is sought at
the access/entry points to transfer of information between services. If consumers given consent to this,
the consent lasts six months. The consumer can identify any services that they would not like their
information to be sent to.

Q: How long does the referral history last? A: Forever. The communication in the referral can continue
for as long as the two agencies would like.

Q: Do we have the option to turn on internal e-referrals only or to receive referrals from only particular
workgroups.

A: There is an additional tab in the Referral area, one for internal referrals and one for external services.
If sending referrals to an internal workgroup, do that through the ‘internal’ referrals tab. Services can
nominate if they would like the e-referral function to be turned off. This can be done by sending an
email to Infoxchange support.

Q: Does the sender receive a notification when there are updates recorded in the referral. A: Yes, the
sending service will receive an email notification each time there is an update to the referral.

Q: Can we attach referrals from external agencies when the referral is being forwarded on? A: This
would need to be attached as a document to a referral.

Q: It would be great for access/entry points to get updates as agencies are enabled to use e-referral.
A: All agencies have this capacity enabled (except MCM, Haven Home Safe and Salvation Army). LASNs
can monitor that agencies are actively using e-referral from here.

Q: Homelessness support agencies are generally required to receive referrals from one particular
access/entry point. Is there any capacity for services to limit the services that can refer to them?
A: At this point no. The agency would need to reject the referrals.

Q: Services often make ‘warm’ referrals to each other. Where does e-referral fit in? A: A warm referral
could be followed up with an e-referral so that services can easily transfer information and referral
outcomes to each other.

Q: Can you get reports from the Referral tab? A: Yes, you can download word or excel reports from the
Referral tab.

Reminder: If agencies are not receiving notifications of referrals, they should contact Infoxchange
support to provide an email address that is a common mailbox that all team members can see.

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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