



ELECTRONIC SERVICE COORDINATION SYSTEM
POLICY AND PROCEDURES TEMPLATE[footnoteRef:1] [1:  The current version of this template was developed in conjunction with the City of Whitehorse. Its purpose is to act as a generic template for all IEPCP agencies using the ESCS/s2s e-referral system.] 


1. Purpose 
This document describes how to use the Electronic Service Coordination System (E-SCS), a secure web-based system offering e-referral and care coordination features. 
E-SCS is based on inter-agency service coordination practices, processes, protocols and systems (PPPS) as laid down in the Victorian Service Coordination Practice Manual http://www.health.vic.gov.au/pcps/coordination/ppps.htm.
2. Responsibilities
· Service Coordination Contact – The (job title of person responsible) makes decisions on behalf of the organisation relating to staffing and resources for E-SCS purposes. This person is the main contact for the Inner East Primary Care Partnership (IEPCP) for policy matters on service coordination and e-referral.
· E-referral Administrator (job title of person responsible).  This person is a registered e-referral user and may or may not be a practitioner who makes e-referrals. The role includes registering and de-registering agency E-SCS users, keeping agency E-SCS records in order and up-to-date, extracting performance information for management as required. For system management purposes, the E-referral Administrator is the main contact for PCPs and Infoxchange.
· Referral Coordinator/Service Coordinator – (job title of person responsible).  This person(s) are registered E-SCS users and work in an intake position. The primary function of this position is to process incoming referrals and allocate them to the appropriate practitioner/service. 
· Practitioners/Clinicians  These staff are all registered E-SCS users. These staff can send referrals and are ideally responsible for processing received referrals following initial Acknowledgment/Allocation and for providing feedback using the system.
· Super User(s)   Staff within the agency who have a particular knowledge of/interest in E-SCS (and enhancements) and are in a position to advise and/or train other staff. A ‘go-to’ person within the agency.
· Agency Privacy Officer - All issues relating to privacy should be referred to the (position within agency) in the first instance.

3. Incoming referral procedure
Referral Coordinators
a) Referral/Service Coordinators receive an e-mail notifying them of an incoming e-referral.

b) Log-in to https://eastern.s2s.org.au as Referral Coordinator/Service Coordinator role.

c) Note that the most convenient way to set up your computer, as a Referral Coordinator/Service Coordinator, is to make ‘Incoming’ your home page and to 



arrange the incoming referrals so that the most recent is at the top.  (You can personalise your computer setup by going to User - Change Details).

d) Click on the new referral (which will be bolded) in the Incoming tab.

e) Read the services being requested and other client characteristics and check eligibility.

f) If client is not eligible, select Refer Back and advise the sender why the client is not eligible e.g. Outside catchment area.

g) If eligible, there are the following options:

· Acknowledged with Notes if you are not sure what services will be provided or you need to follow up/investigate further. You will subsequently have to Allocate as below or otherwise advise what is happening with the client.
· Allocate immediately if you know now who will be dealing with the client (i.e. a specific assessment officer) or Allocate to a role (e.g. physiotherapists) if it is likely that some time will elapse (e.g. conducting an INI) before service can be provided. If you choose either of these options, there is no need to Acknowledge beforehand but be sure to provide feedback to the sender. 
· If there is likely to be an unusually long time before service provision, use the various options under Status Change e.g. Under Investigation, Waiting List etc. to advise the sending agency what is happening. Use the feedback space provided to give some useful information e.g. Situation on hold until family situation is sorted out. Will advise when service commences.
· If the referral is for an internal service (e.g.Home Maintenance only), it should be Acknowledged and Closed by as part of the initial assessment, and any OT (or other) specifications given to Home Maintenance staff. [This example is for an internal referral – not all agencies will operate this way]

h) IN ALL CASES PROVIDE SOME USEFUL FEEDBACK TO THE SENDER IN THE SPACES PROVIDED

i) Click on Compressed View and print referral for use in the hard copy file. If the sending agency has included attachments, print these out as well.

j) New cases should not remain unacknowledged or unprocessed on the system – all incoming referrals should be Acknowledged/Allocated by the end of the next working day.

k) Also indicate whether staff who receive allocated referrals have other responsibilities such as making appointments, completing paperwork, data entry.

Practitioners/clinicians

l) Practitioners/clinicians who have been Allocated a referral are responsible for processing it further. When a referral is Allocated, an email notification will state the service for which the referral is intended e.g. Property Maintenance (HACC). 


m) To view Allocated referrals, click on the service the referral was sent to e.g. Property Maintenenace (HACC). Allocated referrals can be viewed in the ‘Incoming’ tab within each service.

n) Information about what has happened with the client will always be appreciated by the sending agency.  Do this in the spaces provided whenever you Change Status of the client. This is particularly relevant if there is an unusual delay in assessment/service provision.

o) When service has been provided or it is known that it will, Close the referral.  Doing this is responsibility of the practitioner/clinician. 

p) Note that one advantage of viewing clients on the e-referral system is that an overview can be obtained of referrals made, services provided and the referral history of a client.  Look in particular at Service Summary under the Client tab.

4. Referral Protocols
These are documents or information (your agency) expects to receive from other agencies in e-referrals.  The requirements appear as a prompt to sending agencies on the referral screen when your agency is selected as a receiver. To make amendments to the protocols shown below, the Service Coordination Contact should contact Infoxchange.
The following information is routinely required from external agencies:
· Confidential referral coversheet (built into e-referral system)
· Client details (built into e-referral system)
· Summary and Referral Information: including medical history and any OH&S risks for visiting assessment staff – to be done either on-line or to be attached as a SCTT.
Each agency will have its own requirement but other templates frequently specified include:
· (Living and Caring Arrangements)
· (Functional Assessment Summary)
· (Health Behaviours: for Meals on Wheels (MOW) referrals, including any dietary requirements) etc. 

5. Creating referrals
Staff can either attach Service Coordination Tool Templates (SCTTs) or complete them on-line when creating referrals.  If you wish to attach SCTTs, then:
· In (client management system)[footnoteRef:2], export the relevant SCTTs and save in an appropriate directory [2:  Insert name of your client management system – instructions for exporting SCTTs for selected client management systems can be found at http://info.s2s.org.au/search/node/exporting%20SCTT
] 

· In E-SCS when creating a referral go to Attachments tab on the left of screen
· Click Add New Attachment
· Click Browse and upload selected SCTT from the location you saved it on your computer

· The system requires a label for each attachment
· Please note- if using the fax facility (used to fax referrals directly from the system), then staff must use the on-line SCTTs. Attachments cannot be used.  
· RDNS referrals are treated slightly differently – see the embedded document



6. Privacy and consent
A condition of use of E-SCS and making referrals generally is proper observance of privacy principles. Information and procedures are contained in the Infoxchange s2s/E-SCS manual, and staff should also be aware of the following:
· Copies of completed Consumer Consent to Share Information (CCSI) or an agency form filling the same purpose should be kept in client files.
· A copy of the CCSI should be given to the consumer on request.
· It is necessary to record on the CCSI form that consent has been given to use E-SCS and also the Information Access Level decided on by the consumer.
· Every time practitioners tick a check box in E-SCS they are confirming that they are observing all privacy and consent requirements and by so doing are starting an audit trail.
· For consent procedures for e-referral, see the ESCS/s2s Manual section 14.2 to 14.6 on http://www.s2s.org.au/resources/items/137854-upload-00006.pdf.  All staff who send referrals should be familiar with these sections.

7. New staff
· New staff register themselves as per instructions for Individual Registration on  http://www.iepcp.org.au/resources-links-1#Electronic_Service_Coordination_System__resources_and_links
· E-SCS Administrator faxes the authorisation for new users to Infoxchange, using form: Registration & Authorisation to use the S2S Electronic Referral System. Available from URL: http://www.iepcp.org.au/resources-links-1#Electronic_Service_Coordination_System__resources_and_links
· Log in details are sent to the new user by Infoxchange
· Initial E-SCS training completed by either Super Users, through Infoxchange or through the IEPCP. 
· 

8. Regular Audit (these are suggested procedures)
Part of the E-referral Administrator role will be to complete a regular six monthly audit (January and July) of the E-SCS. The following tasks are to be completed:
· Monitor E-SCS to determine if all incoming e-referrals are being appropriately allocated to assessment staff
· Review 10 randomly selected incoming e-referrals to determine if referrers are sending all required information
· Review the Open e-referrals to determine if referrals are being closed as appropriate 
· Review 10 randomly selected referrals closed within past six months to determine if appropriate feedback has been provided to referrer

· Review one referral sent by each practitioner within the past six months and check the following:
· “Notes for the receiving service” is completed
· Consent has been completed including appropriate Information Access Level
· SCTT forms are completed as needed
· Check that all staff who have left the service have been de-registered as e-referral users 
· Check that the Referral Protocols request all necessary information 
· Check that staff sending referrals are familiar with and observe the Consent procedures in the ESCS/s2s Manual http://www.s2s.org.au/resources/items/137854-upload-00006.pdf sections 14.2-14.6.
· Check that the Infoxchange Service Seeker entry and Human Services Directory entry are up to date.

9. Resources 
· Documents that relate to E-SCS:
· Victorian Service Coordination Practice Manual
· Good Practice Guide for Practitioners
· s2s E-SCS Manual – on http://www.s2s.org.au/resources/items/137854-upload-00001.pdf
· A full set of all documents necessary for e-referral can be found on Inner East PCP Service Coordination and E-SCS resources and links: http://www.iepcp.org.au/service-coordination-and-electronic-service-coordination-system-resources-and-links 

10. Assistance/Queries
Infoxchange Help Line: for immediate operational problems (9am – 5:30pm) Mon - Fri
· Phone: 9418 7466
· Email: support@s2s.org.au 
For general problems, suggestions and hard copy resources contact relevant staff at the Inner East Primary Care Partnership.


****************  
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Receiving a Referral from RDNS

The referrals you receive from RDNS will have (Not an S2S Client) next to the client name.

21230 LEKERMAN, ANGELLIA, 0410511 968 (Not an S25 Client) 10/12/2008 08:33 NEW

You can view and print the referral in VIEW and/or COMPRESSED VIEW formats.
You can also acknowledge the referral at this point.

mm KERONIOUS, CONSTANTINE, Z3/04/1967 (Not an $25 Client) 210112009 07:47 ACKNOWLEDGED

You can do this by following the steps given below:
You will need to add this client to the S2S database by clicking on the assign one link

Referral cover sheet

General Referral Details
Referral 1D: 39797
Client: Gearge Donnelly, 0200741922 (Not an 525 Client, assign one.)
From: oystem Serice, System Agency
To: Private Psychiatric Services - PRAHRAN, Alfred Hospital
Date/Time: 13/03/2009 14:46

If the client is not an existing client, then you need to click on the Assign to a new Client

Assign this Referr: I to an S2S Client

Assign to an existing client  Assign to a new client

Farmily name: Donnelly Family name Given names Sex D.o.b.

E
Given names: IGeorge
Gender: I—Seled—'l
Date of birth: |02,."D?,."1922

[

Fows 1 -6 from 0

Cancel | Save
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Complete the other relevant fields such as Sex, Address and Suburb information and click on Save
The client will now be saved and the referral will be available in the client referral history area.

Assign this Referral to an S2S Client

Agsign to an existing client Assign to a new client

Given Names™ [Gearge |

Family Name:* [Donnelly
Preferred Names: |

Gender* lm

D.OB" 02071922

Tile: [y =

Marital Status:

Cancel | Save

Mumber / Street: |

Suburb: [Roweville

State: IWC vl
Postcode |31 78

If the referral that you receive is for a client who is already in the S2S database/system, then you will see
their details on the right hand side. You can tick the radio button next to the family name and click on save
to add the client to the S2S system and to link the attached referral to the client.

Assign to an existing client  Assign to a new client
Family name: W Family name Given names Sex D.o.b.
; € Andrews Max m 08022000 A
Given names: IMax
Gender: I—Selem—'l
Diate of birth: |DB,J'D2,"2DDD
E
Rows 1- 6 from 1
Cancel | Save
Australia
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Sending a Referral to RDNS

The process for sending a referral to RDNS is the same as sending and external PKI referral.
When sending a referral to a RDNS, click on the Search button from the Select Receivers Area and type the
full name of the receiving RDNS.
Eg: Type RDNS in the Search for field and St Kilda for in Suburb field
| Tick: “Include External Services” to find the RDNS

Click the Search Service Seeker box

Compressed View
the SCoTT must be either completed an-line or attached.

= Receivers

Receivers

Selected receivers

Roval District Mursing Service, RDNE, District Mursing Service (HACC) [External: PKl-emsail]

Search Receivers

Search for: |rdns in suburh: |5t Kilda Search Service Seeker
Include External Services

] Royal District Nursing Service, RONS, District Nursing Service (HACC) [External: PHl-emai]

RDNSs are listed with [External PKI-email] at the end
Tick the box next to the name, complete and send the referral as normal.

When RDNS received the referral and acknowledges it, you will see that in your sent items area.
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