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Policy Statement 

 
Home-Start Bristol (HSB) is committed to providing a safe, efficient and responsive service to 
local families with young children. Referrals are accepted only with the consent of families. The 
range of referrals is not limited (except by lack of resources or a failure to match HSB’s remit) 
and can include self-referrals. 

 
HSB will build a relationship with referrers and families so that they are clear about what HSB 
can and cannot offer, its timing and nature, and that the primary purpose of HSB is to offer 
support, friendship and practical help to families in their own homes. HSB will also make clear 
that good safeguarding practice is followed and that clearly documented procedures are used 
that include informing referrers of any changes in support and its ending.   
 
For each referral a form will be completed. The information required on this form from referrers 
is designed to help them identify how, in their view, families could benefit from the type of 
support HSB can offer. Information on the form includes: 
 

• family details 

• family needs 

• health and safety issues 

• background information that may be useful for HSB support to be effective 

• details of any partnership agreements that may be in force 
 
The completed form will be used by the Scheme Manager to determine whether or not: 
 

• the family has willingly chosen HSB 

• the referral falls within the remit of the scheme 

• the referrer needs to provide further information prior to a visit by the co-ordinator 

• the scheme is likely to have the resources to support this family 
 
The form is designed to link with the initial visit and review forms that will be used to monitor 
and evaluate support as it proceeds and concludes. These forms are regularly reviewed and 
updated. Referrers are invited to contact HSB at any point for further information should they 
need it. 
 
 
Waiting Times 
 
If the referral does not fall within the remit of HSB or there are insufficient resources to provide 
support the referrer must be informed within two weeks that HSB cannot help. 
 
If it seems likely that support can be offered, referrers and families will be kept informed 
fortnightly about the status of the referral. 
 
HSB does not operate a waiting list. If after 4-6 weeks support has not been possible, the 
referrers and families will be notified that help cannot be offered at this time and the file will be 
closed. 
The detailed referral and matching processes followed by HSB are attached to this policy. 

Volunteers and Families 
 
Managing Referrals and Waiting Periods 
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Purpose of Policy and Procedures  
 
HSB’s policy and practice is designed to provide clear evidence to families, referrers and 
funders that HSB follows best practice guidelines and operates openly within safeguarding, 
confidentiality and data protection limits. It also complies with the requirements of HSUK’s 
Quality Assurance Scheme.  
 
 
 
Date of Board Approval:  15 March 2018 

 

 

    

Signature:        Chair         

 

 

 

Review date:    March 2019 

 
This policy is based on the HSUK Managing Referrals and Waiting Periods Policy 2017 
HSB Policy checked March 2018 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
REFERRAL PROCESS 
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1. REFERRAL ARRIVES: 

 
• Date stamped  

• Does it meet our criteria 

• Entered onto data base 

• General communication form added 

• Acknowledgment letters/e-mails sent to referrer and family by Administrator  

(shared work – ‘Family Work’ folder letter 1 or 2, and ....) 

• Filed in Outstanding Referral file by Administrator (under ‘to be sorted – new) 

• Scheme Manager adds families to Family Contract Chart and files by area/funding source 

Volunteer Available – Co-ordinators look at Outstanding Referrals for suitable family – then matching 
process begins (see Matching Process) 
 
Volunteer likely to be available within 4-6 weeks – A Co-ordinator contacts the referrer and family 
within 2 weeks of date of referral to update and discuss options (information recorded on green contact 
sheet). Referrer and family then contacted at least fortnightly to update and discuss options. 
 
No volunteer available or likely to be available within 4-6 weeks – Scheme Manager passes referral to 
Administrator to close and send letter/e-mail to referrer and family. 
 
The scheme manager and co-ordinators discuss current outstanding referrals and availability of suitable 
volunteers - daily if necessary. 
Once a week the Scheme Manager reviews unmatched referrals, checks their progress on contact logs, 
actions contact or closure and updates Family Contract Chart. 
 
 
DECISIONS ABOUT FILES – Match with volunteer, close or remain in outstanding referral file 
 

• If Volunteer available - Matching process to begin: 

Volunteer contacted and information about family shared by Co-ordinator 
If agree to visit, family contacted and initial visit arranged – green contact form updated 
If family agree to receive Volunteer, introductory meeting arranged 
 

• If to be closed: 

Green form completed by Co-ordinator 
File put in data base tray 
Letters sent to referrer and family by Administrator  
(Shared work ‘Family Work’ folder Letter 3 and .....) 
Close on data base by Administrator 
File in closed files 
 
 
2. WHEN MATCHED:  (See Matching Process for more detail) 

• Card index completed by Co-ordinator 

• Communication form completed by Co-ordinator 

• File placed in data base tray 

• Data base updated by Administrator 

• Referrer informed – standard letter/email – including policies by Administrator 
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(Shared work ‘Family Work’ folder letter 7) 

• Paper file compiled by Administrator and put in filing cabinet 

• Family Contract Chart updated by Scheme Manager 

 
 
After each review visit (6 weeks and 3 monthly): (See Review Process) 

• Completed review form placed in data base tray by Co-ordinator 

• Data Base up dated by Administrator 

• Review form filed in family file by Administrator 

• Referrer informed – standard letter/e-mail by Administrator 

      (Shared work ‘Family Work’ folder letter 5) 

• Supervision with volunteer, notes into volunteer file, inform Administrator to update database 

records 

 
When closed: (See Closing Process) 

• Index card and final visit form completed by Co-ordinator – file placed in data base tray 

• Standard letter/e-mail to referrer – with evaluation form and SAE(Shared work ‘Family Work’ 

folder letter 8) 

• Standard letter to family – with evaluation form and SAE 

• Data base updated by Administrator 

• Paper file closed and filed in closed files drawer by Administrator 

• Family Contract Chart updated by Scheme Manager 

 
 

MATCHING PROCESS 
 
Volunteer Available: 

• Co-ordinator identifies potential volunteer/ family from outstanding referral file 

• Co-ordinator  contacts volunteer and shares referral information   

• If volunteer agrees to visit, Co-ordinator contacts family and arranges initial visit 

 
Initial Visit 

• Background to Home-Start Bristol (HSB) explained to family 

• Role of Volunteer explained to family – days, times and length of visits discussed 

• Needs identified on original referral form added to Initial Visit form 

• Information on referral form verified and updated (including dates of birth, children’s 

disabilities). New information passed to Administrator to add to database. 

• Additional information about CP plans and SAFs, children’s disabilities to be recorded on IV form 

for Administrator to update database.  

• Initial Visit form completed in discussion with family 

• Confidentiality and Child Protection within HSB discussed (this covers explanation of the fact 

that volunteers discuss their work with coordinators) 

• How to contact HSB/volunteer discussed 

• Monitoring and evaluating explained (6 weeks and 3 monthly visits) 

• Complaints procedure discussed 

• Risk Assessment form completed 



 

6.2 Managing Referrals 2018 

 
5 

• Welcome to Home-Start Bristol leaflet given to family 

• Agreement /permission to visit/confidentiality form and consent form signed by family and Co-

ordinator (covering discussion of work between Volunteers and coordinators) 

• Family encouraged to ask questions (on-going throughout visit) 

 
If Home-Start Help Accepted 

• Co-ordinator informs volunteer of information gathered and focus of support  

• Introductory visit arranged by Co-ordinator (if this family falls within the CiN contract the co-

ordinator may visit more than once prior to matching and more than once after matching to 

initiate support) 

• Family information form and focus of support form completed for volunteer, placed in envelope 

marked private and confidential 

• Matching form/check list completed by Co-ordinator and shared with family and volunteer at 

introductory meeting 

• Copy of signed agreement and focus of support form given to family, Index card completed by 

Co-ordinator 

• File will be colour coded*  

• File placed in data base tray for Administrator to: 

 
1. Allocate Volunteer on Database 

2. Input Initial Visit on Database 

3. Set up an orange HSB File 

4. Return Index Card to Red Box 

5. Send ‘Family matched with Volunteer letter with Confidentiality and Safeguarding Policies 

attached’ letter 7 to Referrer - This letter can be found in the shared ‘Family Work’ folder. 

*The families are colour coded:  

• Green – straightforward, no concerns  

• Amber – additional factors such as ROC form, First Response/Early Help, health issues –e.g. 

epilepsy 

• Red – CP plan, complex family e.g. severe PND, family who have fled dv and partner has 

injunction 

This helps co-ordinators to determine the level of monitoring and contact required. Files may change 
colour during support e.g. go from green to red if CP concerns or vice versa. It cannot easily be defined 
as it is up to the co-ordinator to judge – however those with CP plans are always red. 
 
 
 

 

 

 


