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Policy Statement 

St Vincent de Paul Society NSW aims to meet the identified needs of each 
person who requests assistance. Where a service or program is not able to 
provide support for a particular goal, clients will be assisted with referrals to 
other appropriate services or programs. The Society is committed to the ‘no 
wrong door’ approach to service provision whereby people can access the 
right assistance for their individual needs, no matter which service or program 
they present at.  
 

Scope 

This Client Referral Policy applies to all NSW Support Services staff, 
volunteers and members. It also applies to Central Councils implementing the 
Client-Centred Service Delivery Model.  

 

Purpose 

This policy outlines the Society’s commitment to ensuring the people we 
assist are able to access the services and programs best suited to meet their 
individual needs. 
 

Definitions  

Concept Meaning 

Referral  
 

A request for service facilitated by a worker or external provider in 
order to improve clients’ ability to access the appropriate service or 
program for their needs. 

 

Policy Framework 

As part of the support offered to clients, referrals may be facilitated to external 
specialist and mainstream services, other Society services and programs and 
local conferences best placed to assist clients achieve identified goals.  
 
Workers should be aware of options available for the people they assist in the 
local area, and services and programs should establish referral pathways to 
suitable service providers and/or local conferences. When investigating 
suitable services, consideration should be given as to whether they will be 
able to meet the identified needs of the client. The worker may need to 
negotiate directly with another service on behalf of the client to ensure the 
referral is agreed to and expectations of the other service are clear. 
 
Examples of services and programs that clients may be offered referrals to 
include: 

 Allied health professionals, psychologists, GPs, community health 
clinics 

 Centrelink 

 Tenancy advice and advocacy services 

 Financial counsellors 
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 Employment services 

 Community legal services 

 Drug and alcohol services 

 Education or training programs 

 Specialist services for child and youth health 

 Referrals for non-permanent residents 

 English as a Second Language (ESL) courses 
 
There are a number of points at which a referral may be made: 

 during the intake assessment where it is identified that the Society is 
not an appropriate service provider for the person 

 during the support period as part of the plan to assist clients to achieve 
goals 

 during planning for transition from the Society service or program. 
 

Intake 
 
To ensure that all people seeking assistance are offered the right support for 
their needs, an initial assessment is conducted during the intake process. This 
assessment is used to identify person’s concerns and determine eligibility for 
Society services and only information that supports a service admission is 
gathered during the intake assessment. Where the Society is unable to offer a 
service or program suitable to meet the person’s needs, or they do not meet 
eligibility criteria, all efforts will be made to offer a referral to an alternative 
service. This ensures that every door into the Society is the ‘right door’ for 
potential clients to receive assistance appropriate for their needs. Please see 
the Client Access and Eligibility Policy for more information. 
 
 

Support 
 
During the period when people are receiving support from the Society, they 
will be assisted to identify their needs, priorities and goals. The need for a 
referral to another provider may be identified at any point during support, 
particularly the comprehensive assessment or review phase. Documenting 
strategies for the achievement of goals will assist in the process of identifying 
when referrals to specialist and mainstream services are necessary. The 
review of client progress towards their goals may also highlight where support 
from other providers may be needed. Please see the Client Assessment and 
Case Planning Policy and Client Review Policy for more information. 
 
 

Transition 
 
As part of the planning for transition from Society support, referrals may be 
offered for clients. This is to ensure they are able to maintain or continue the 
progress made after they cease being assisted by the Society. Depending on 
the person’s needs, referrals may be formally facilitated with another service 
or a local conference for ongoing support, or available supports may be 

http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Access%20and%20Eligibility%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Assessment%20and%20Case%20Planning%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Assessment%20and%20Case%20Planning%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Review%20Policy.pdf
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documented for the client to refer to when required. Where a referral is made 
to a local conference, appropriate feedback may be provided to the worker 
where the conference member completes support provision or identifies 
additional needs. Please see the Client Transition and Exit Policy for more 
information. 
 

Consent 
 
Consistent with the principles of client-centred service delivery, clients are 
empowered to make decisions regarding their support and will choose which 
services or programs they would like to access.  
 
Parental/carer consent must be obtained for referrals for children. Referrals 
should be discussed with parents/carers of younger children prior to 
discussion with the child/ren. Young people around the ages of 14 to 17 may 
be capable of giving their own informed consent to referrals if they show a 
sufficient level of understanding of what is being proposed. Capacity to 
consent will vary from person to person and professional judgement should be 
used to determine their understanding. 
 
Whenever a referral is made, whether to a Society conference, external 
services or other services and programs within the Society, only personal 
information that is relevant to assist in service or program delivery should be 
disclosed, with the client’s consent. In certain circumstances, duty of care 
obligations will override confidentiality provisions, such as in cases of risk of 
harm to the client or a third party. Information about significant risk of harm 
should be disclosed, for example where emergency services are required to 
assist, even if consent has not been given for the provision of this information.  
 
Services and programs, both within the Society and external, may require that 
their own standard referral forms are used by workers as part of the referral 
process. Where the service/program or conference does not have a standard 
form, the Support Services Referral Form may be used to document 
information relevant to the referral and to note the client’s consent.  
 
It is not currently a requirement to store paper copies of referral forms, but 
details of all referrals and a record of consent must be documented in the 
client’s file. Once the Society Client Information System is fully implemented, 
internal referrals will be made electronically using this system. 
 

Feedback 
 
Where there is ongoing contact between the client and the Society, it is useful 
to evaluate if a referral was of benefit to the client in meeting their needs. If 
the client reports the referral was not beneficial it is important to determine the 
reasons why, such as was the required assistance outside the scope of the 
service/program, did the organisation not provide a welcoming environment 
for the client, or did the client not attempt to access the service? Asking for 
feedback about the referral can assist in planning future referrals.  
 

http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Transition%20and%20Exit%20Policy.pdf
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Related Documents 

Client Referral Form 
 

Related Policies and Legislation 

State Support Office Policies 

 Child Protection Policy 

 Code of Conduct for Members, Volunteers and Employees 

 Complaint Handling Policy and Procedure 

 Conflict of Interest Policy 

 Privacy Policy 

 Records Retention Policy 

 The Ethos 

 Work Health and Safety Policy Statement  
 
Support Services Policies 

 Client Access and Eligibility Policy 

 Client Assessment and Planning Policy  

 Client-Centred Service Delivery Policy 

 Client Charter Policy 

 Client Review Policy 

 Client Incident Management Policy and Procedure 

 Cultural Safety and Diversity Policy  

 Partnerships Strategy Policy 

 Privacy Policy (in draft) 

 Quality Management Policy 

 Reportable Incident in Disability Supported Group Accommodation 
Policy 

 Trauma Informed Care Policy 
 
Legislation relating to this policy includes: 
 

 Advocate for Children and Young People Act 2014 (NSW) 

 Aged Care Act 1997 (Cth) 

 Anti-Discrimination Act 1977 (NSW) 

 Children and Young Persons (Care and Protection) Act 1998 (NSW) 

 Community Welfare Act 1987 (NSW) 

 Crimes (Domestic and Personal Violence) Act 2007 (NSW) 

 Disability Inclusion Act 2014 (NSW) 

 Disability Discrimination Act 1992 (Cth) 

 Disability Services Act 1986 (Cth) 

 Health Records and Information Privacy Act 2002 (NSW) 

 Privacy Act 1988 (Cth) 

 Racial Discrimination Act 1975 (Cth) 

 Sex Discrimination Act 1984 (Cth) 

 Supported Accommodation Assistance Act 1994 (Cth) 

 Work, Health and Safety Act 2011 (NSW) 

http://vintranet.vinnies.org.au/ClientServices/SSS/Templates/Referral%20Form.docx
http://vintranet.vinnies.org.au/SS/PADC/Published%20Policies/Child%20Protection%20Policy.pdf
http://vintranet.vinnies.org.au/SS/PADC/Published%20Policies/Code%20of%20Conduct%20for%20Members,%20Volunteers%20and%20Employees.pdf
http://vintranet.vinnies.org.au/SS/PADC/Published%20Policies/Complaint%20Handling%20Policy%20and%20Procedures.pdf
http://vintranet.vinnies.org.au/SS/PADC/Published%20Policies/Conflict%20of%20Interest%20Policy%202015.pdf
http://vintranet.vinnies.org.au/SS/PADC/Published%20Policies/St%20Vincent%20de%20Paul%20Society%20NSW_%20Privacy%20Policy_2016.pdf
http://vintranet.vinnies.org.au/SS/PADC/Published%20Policies/Records%20Retention%20Policy.pdf
http://vintranet.vinnies.org.au/SS/PADC/Published%20Policies/The%20Ethos.pdf
http://vintranet.vinnies.org.au/SS/PADC/Published%20Policies/Work%20Health%20and%20Safety%20Policy%20Statement%202014.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Access%20and%20Eligibility%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Assessment%20and%20Planning%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client-Centred%20Service%20Delivery%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Charter%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Review%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Client%20Incident%20Management%20Policy%20and%20Procedure.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Cultural%20Safety%20and%20Diversity%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Partnerships%20Strategy%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Quality%20Management%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Reportable%20Incidents%20in%20Disability%20Supported%20Group%20Accommodation%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Reportable%20Incidents%20in%20Disability%20Supported%20Group%20Accommodation%20Policy.pdf
http://vintranet.vinnies.org.au/ClientServices/SSS/Support%20Services%20Policies/Trauma%20Informed%20Care%20Policy.pdf
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Roles and Responsibilities 
These policy requirements will be followed by all people included within the 
scope of this policy.  
 

Effectiveness and Review 
This policy is scheduled for review yearly from its date of endorsement and 
every two years thereafter, or more frequently as needed to align with 
legislative or practice changes. 
 

Further Advice or Assistance 
Please speak with your Manager if you have any questions regarding this 
policy. You may also contact the Support Services Policy Coordinator to 
provide feedback on this policy.  
 

Approval and Amendment History Details 

Original Approval Authority SVdP Society CEO 7/5/2015 

V2 Minor changes to make language 
more person-centred. 
Removed reference to age of 15 as 
the age informed consent can be 
given. Consent provided by young 
people is to be on an individual basis 
dependent on understanding. 

 


