Careline Referral Guidance

The following guidance is for the first workflow step in the Careline process: the referral. This is to
be completed by social care practitioners.

Starting the workflow

The Careline referral process is a stand-alone workflow chain, but can also be generated from your
Three Conversation workflow as a next action.

e You can start the Careline referral via ‘Start’ and then ‘New’ on the individual’s main page:

Person summary - Mr Sebastian Trainee (2207644) born 5 Jan 1973 (51 years old)

Person details *
Summary

Initial Record (New or
returning adults only)

Main addre

Alerts hé&{y

File
management

Registered
name

L] _ |

New... S;
1
Address

Start one of the following for Mr Sebastian Trainee (2207644). -~

Amend Reablement Services - Purchasing Team Only
AMH/SAMH - Referral and Assessment

Appointee Review

ASC Case Closure

Careline change of provision

7 (0
"

From 23 Jan 2024

Careline Referral
Carers Conversation
Carers Conversation (Mental Health data inputting_ only)

Sebastian Trainee
Personal Care (Under 65) (primary)

Completing the referral form

When you open your workflow, the referral form is already there for you to start.

Section 1: Basic information

e Details of individual being referred is read only (it has prepopulated from the main file).
Therefore, if any changes are required here, you will need to update this on the individual’s
front page through person details.

1. Basic

1. Basic information

*indicates required fi

2. Oysta Devices only
3. Reason for referral

4. Contacts and other
supporting
information

5. Appointment
information

6. Next actions

@ indicates completed section

Details of person being referred

Title” | Mr &
Person name* Sebastian Trainee @
Person address:* 27 Cartwright Gardens
London
WCTH 9EH
L
Person DOB*  05/01/1973 @

Person contact number *

Person age

51 @

Mobile 078757543162

A%




= GUIDE

e In Referrer Details, if the referral was completed on duty, tick the Referral being made on
duty? box.

The worker details prepopulate in the sections below, however you can also manually enter
information here if needed (where the golden cogwheels appear). Note, in this example, that
Mobile is mandatory, and you can manually update it here:

Referrer Details

U Referral being made on duty?
Senders name:*  Efioawan Glover

Other named contact (if Efioawan Glover
different to above)

Team:* HASC

® 8 o @

Email:* Efioawan.glover@camden.gov.uk

Telephone:™ work 020 7974 2209

L)

Mobile:* @ <:|

e You will need to select an AT pathway. The further questions in this form will be determined
by the option you select here.

Referral details

Assistive Technology (AT) Pathway*

® Community AT <:| O LD supported Living AT O MH supported Living AT

Service User Group® | Physical Support @

Referral date”  07/02/2024 & <:

e The service user group will prepopulate from the individual’s main page here. If it is
incorrect, you will need to update this on the individual’s main page and then refresh in this
workflow step.

o The date of the referral also populates from when you have opened this workflow step.

e You will need to select whether this referral is urgent or not. If urgent, a further box will
open requesting the expected date of discharge, or you can add another reason in the text
box.

Referral Priority* @

Standard (appointment within 10 working days); Urgent (hospital discharge or safeguarding appointment within 3 working days)

Reason for urgency (if hospital discharge
please give expected date) @
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e Lastly, in this section, indicate which Careline service you are referring for.

Expected Careline service*
© Carer Alert - A paid or unpaid carer on site manitors and

O silver Service - Careline monitor but friends FFamily
responds

O Gold Service - Careline monitor and respond
respond

O service not required / standalone equipment

Gold Service: Careline monitor and respond
« Note: Careline require a set of spare keys (including any fobs) to access the property.
= Gold service does not accept keys kept in key safe on property

* Housing Association residents must provide keys for service
for 3 contacts to be provided if possible. Careline will check with the proposed

Silver Service: Careline monitor but fnends ffamily respond. Note: Contact details for 2x although itis
contacts before the ir it. If 2x contacts are not available then the person musl have the Gold Service

Carer Alert: A paid or unpaid carer on site monitors and responds Carer or provider must attend the

and

Itis not clear what service model will be needed.

Service F

Please note the guidance service list under the expected Careline service.

If you select ‘Silver service’ then at least two contacts are required and the contacts will need to be

recorded in Section 4.

Expected Careline service*
® silver Service - Careline monitor but friends Family O CarerAlert - A paid or unpaid carer on site monitors and
responds

O Gald Service - Careline monitor and respond

respond
O service not required / standalone equipment
Gold Service: Careline monitor and resnund
t of fobs) to access the property.

* Note: Careline r i
« Gold service does not accept keys kept in key safe on property
* Housing r keys for service

for 3 contacts to be provided if possible. Careline will check with the pri

Silver Service: Careline monitor but fnends /family respond. Nete: Contact details for 2x although it is pi
contacts before thei If 2x contacts are not available then the person musl have the Gold Service

Carer Alert: A paid or unpaid carer on site monitors and responds Carer or provider must attend the and

Service not required / standalone equipment: It is not clear what service model will be needed.

Service requirements

Silver service - number of contacts: g

A& silver service: must have 2 or more contacts recorded as "Yes' for silver
- see Section 4

If you select ‘Carer Alert’ carers details will need to be recorded in Section 4.

Expected Careline service”
® Carer Alert - A paid or unpaid carer on site monitors and

O silver Service - Careline monitor but friends Hamily
responds

O Gald Service - Careline monitor and respond
respond

O service not required / standalone equipment

Gold Service: Careline monitor and respond

» Note: Careline require a set of spare keys (including any fobs) to access the property.
= Gold service does not accept keys kept in key safe on property

* Housing Association residents must provide keys for service

Silver Service: Careline monitor but friends /family respond. Note: Contact details for 2x contacts are required (minimum). although it is preferable for 3 contacts to be provided if possible. Careline will check with the prop
contacts before arranging the installation appeintment. If 2x contacts are not available then the person must have the Gold Service

Carer Alert: A paid or unpaid carer on site monitors and responds Carer or provider must attend the assessment and installation appointment

! i t: It is not clear what service model will be needed.

Service

Service requirements

Carer service - carer details recorded: Not recorded

A Carer service: must have carer details recorded within contacts - see
Section 4
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Section 2: Oysta Devices only

This section is for Hospital discharge referrals only. Please find practice guidance on Oysta devices
here: Hospital Discharge: Oysta devices

e If the individual you are making a careline referral for is not in hospital, then select ‘N/A’,

and if you are organising the hospital discharge but Oysta is not required then select ‘No’.

HEEB 4§

Careline Referral Form

1._Basic information *indicates required|

2. Oysta Devices only Hospital discharge referrals oniy - Oysta device

3. Reason for referral

4. Contacts and other
supparting %
information Oves

Onra
5. Appointment
information

6. Nextactions

© indicates completed section

Section complated

o Ifyou select ‘Yes’, further questions are displayed.
e You will need to read the Requirements for Oysta referrals and tick the Confirmation box.

Requirements for Oysta referrals

Please confirm that the following has all been discussed with the person

« Afull referral will be made to Careline who will attend to carry out a full assessment
¢ This device belongs to Careline and will be collected when a full assessment is completed by Careline
« Careline's charging policy has been explained. Please note there will be no charge for the temporary loan of the Oysta device

onfirmation

e You will then need to complete What hospital is the resident being discharged from? If you

select Other, a box is displayed to add the name of the alternative hospital.

What hospital is the resident being discharged from?

O Royal Free OucwH

© st Pancras
ther

Other hospital ¢

e Under Device details, put in device number and tick the box to confirm if the device has

been charged.

If you have further details, add it in the any other comments box.

Device details

Device number @Please confirm the device is fully charged and a

G charger has also been provided to the person

Any other comments

&

el
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=% GUIDE

e Read through the Guidance and tick the box Phone call completed confirming you have

contacted Careline.

Guidance

» You must follow up this Mosaic referral with a phone call to Careline

* Please call 020 7974 1491 to advise the team that there is an urgent referral to pick up
» Careline will then set up the device to ensure that they are alerted if the device is activated

) Phone call completed

Section 3: Reason for referral

e Inthe Details box, state the reason for the referral. This section is mandatory.

Careline Referral : Sebastian Trainee 2207644

HE 206 4o s

Careline Referral Form

1. Basic information

3. Reason for referral

2. Oysta Devices only
| 3. Reason for referral 1

4. Contacts and other
supporting
information

5. Appointment

information

e Underneath you will find Risks.

Risks
Lack of confidence living alone [m}
O Risk of incident or issus that means there has not been

mawvement in the property for some time

] Risks linked to sight and /or hearing impairments ]

O Risk of changes in behaviour that are not spotted [}
quickly

0 pisk of getting lost travelling independently 0

[ Risk of social isolation ]

0 pisk of person wandering from care arrangements 0

Relevant background information or recent events @

Details™

Tick the risks that apply.

Risk of carer being unsupported

Risk of falls

Risks linked to self care and/or neglect due to difficulty
remembering important parts of daily routine such as
taking medication or having something to eat/drink

Safeguarding risks

Difficulty communicating that help is required

Lack of support for hospital discharge

Other

Environmental risks in the home (smoke /fire /gas
/fiood /temperature)

Risk of seizures (epileptic/other)

Risk of failing to take medication

Lack of confidence to go out in the community
independently (linked to unsteadiness, safeguarding or
disorientation)

Health issues that may require rapid responses to avoid
deterioration

Inadequate /inappropriate night support

e If the individual is receiving services, it will be displayed in Provision of care under Current
services arranged by LA.

Provision of care

Current services arranged by LA

Service Start date Status
Homecare On-going 01/11/2019 current
LBC Direct Payments Scheme 09/06/2020 current
Day centre 28/03/2023 current
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e If ‘Yes’ is selected to Does the person have any other care arrangements in place? Another
box is displayed to detail the type of care.

Arrangement

O Informal unpaid care U privately arranged care O other ¢

Details

e You can also add any relevant health information under Medical Information. Note, when
you select medical, physical or cognitive- further boxes appear enabling you to elaborate:

Medical information @

Health conditions/disabilities P
Condition Disability
2 Picase amend this information using the Health section in the person's maln record

B medical conditions

Comments

B physical impaimments

Comments

8 cagnitive impairments

Comments

G s
B Sensory needs

Comments

e lastly, in this section, the GP details have prepopulated from the individual’s front screen.
You can also update this section directly.

GP details
GP name  Miranda Abraham L
GPsurgery  Cholmley Gardens Surgery @
GP address 1 CHOLMLEY GARDENS
LONDON
Nwé 1AE

A%

GP phone  Switchboard 020 7794 6256
Fax 020 7794 0540

Section 4: Contacts and other supporting information

e The first question is mandatory, and you need to state whether there is a key safe on site.
Please note, you should not be writing the individual’s key safe code in this form (this
needs to be entered under a confidential case note, using the category Key safe code, only.
You can find guidance here: key safe code guide).

4. Contacts and other supporting information

1. Basic information
2. Oysta Devices only Is there a key safe for the property?”
3. Reason for referral ®ves ONe O Don't know
4. Contacts and other
supporting NB: Please add the key safe code to a confidential Key Safe case note - and do not record it anywhere else within Mosaic
infameation If the individual does not have a key safe, please provide details of anyone local who Is a key holder including any involved care agency
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https://ascpractice.camden.gov.uk/media/1051/09key-safe-code-recording-guidance.pdf

= GUIDE

e Forthis table, please refer back to the guidance service list under the expected Careline

service- in section 1. If you selected Silver service for
are required here. Select Find to search for the conta

Name. Relationship Phane number/s Address NOK/main contact Key holder

example, then at least two contacts
ct and add to the table.

Sitver Carer Must attend

Find party

[ T oo T e
If the po y At least one field marked with a & is required
The presence of the space character in Post Code ct search results
person 2 =
Ye: ONo

o] Age from

Building names

Street names

Ageto

Context Sex (as per Health system)

Adutt Chid  ® Both Male Female ® Any

e You can list the contact you’ve selected as NOK/ main contact, a key holder, the silver
contact, a carer, or a person who must be present at the Careline appointment:

Address | 5 Pancras Square
London
N1C 4AG

0 Next of kin/main contact

o Key holder
Silver contact*
O ves ONo
Carer*
O Yes ONo
Must attend* @
Oves ONo

L

L

Add Add and close Close

e Under Charging, this question is mandatory, as it is important to have this conversation with

the individual if possible. Either way, it is useful for Ca
discussed or not prior to their visit.

Charging

If the person being referred is in receipt of means tested benefits then they will receive a subsidised service. Otherwis:

I have discussed the charging policy with the person that | am referring® @

Comment

reline to be aware if this has been

e they will need to contribute up to £5.72 /week to their Careline service

&
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Section 5: Appointment information

e This section enables you to provide important information for Careline to arrange their
assessment/ visit.

o If the individual’s first language is not English, this can be updated from the front page and
then referral from refreshed [2 .

e If the individual requires a joint visit to support them to understand and advocate for
themselves, or if they would like someone else to be present for general support, then a
further comment box appears to provide more information around this.

e You can then also tick the relevant person who will be supporting with this.

Careline Referral Form

1. Basic information
2. Oysta Devices only
3. Reason for referral First language | English @

4. Contacts and other

Interpreter needed? &
‘supportin,

information Are there any @
= Appointment o . B o
e farmation s - a joint visit will be required 0 - but the persen would like a joint visit for support ©No - the person can fully understand, engage and
advocate for themselves
5. Next actions
@ indicates completed section (Gt
4
t @

O The referrer O paid carer/provider O Close family/friend
O Advocate O other

Appointment risks 2

O No known risks O Two te visit @ O Another person living at the property or known to visit

could present a risk
O Environmental risks within the property @ O substance misuse @ O Thereis a pet that could pose a risk
O Other risks or potential concerns

Additional comments

Appointment preferences 2

Details

e Underneath is a section around appointment risks with an additional comments box to
inform Careline staff, and an appointment preferences box.

Selecting a next Action (sending the Careline referral)

e To send this Careline referral or Oysta referral to Careline, you need to select an Action
under Section 6 Next actions:

Select action | Send Careline Referral v <j
Pass toteam | Careline Telecare v <:

Note

Priority

O B Urgent @ B Normal Ol Low

Add Add and close Close
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o Select Add and choose Send Careline Referral from the drop-down menu. Then select
Careline Telecare under Pass to team.

e |f, for whatever reason this referral workflow is no longer required, you can select Cancelled.
e Once you have selected your action, click Add and Close.

Careline Referral : Sebastian Trainee 2207644
CIEIFENAD

Careline Referral Form

6. Next actions
1. Basic information —
2. Oysta Devices only
3. Reason for referral

4. Contacts and other Next actions
supporting
information
Next action Assigned to Reason Note Priority Status
5. Appointment
information

- B
Send Careline Referral Careline Telecare B
6. Nextactions

Proposed 20

© indicates completed section

Selecting a next Action (sending the Oysta Referral)

e If you are also sending an Oysta Referral, select Add and choose Send Oysta Referral from
the drop-down menu. Then select Careline — Oysta Referrals under Pass to team. (Both

outcome options need to be selected for Oysta referrals- you will not be able to finish this
step without doing so).

e If, for whatever reason this referral workflow is no longer required, you can select Cancelled.
e Once you have selected your Action, click Add and Close.

Careline Referral : Sebastian Trainee 2207644

FIEIDEM

Careline Referral Form

1. Basic information
2. Oysta Devices only
3. Reason for referral

4. Contacts and other Next actions
supporting
information

Next Actions

Next action Assigned to Reason Note Priority Status
5. Appointment
informatio

anexEactiens Send Careline Referral Careline Telecare B Proposed pii]

© indicates completed section Send Oysta Referral Careline - Oysta Referrals B

Proposed /0

You can see this Action has now been added. Finally, you need to ‘Finish’ the workflow (via the
green tick icon in toolbar), to complete this referral and send to Careline.

Nicola Antoni v1/ Efi Glover, April 2024, v3



