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What is the Suffolk Information Partnership?

The Partnership was formed in 2010 of the, then, five key voluntary sector organisations in Suffolk; (Age UK Suffolk, Optua (now Avenues East), Suffolk Family Carers, Suffolk Libraries and Suffolk Mind) and Suffolk County Council’s adult social care services (Customer First and Area Teams).
Membership has now expanded to include a wide range of statutory, voluntary and independent sector organisations. New organisations are welcome as long as they support Suffolk residents and provide care, health, financial support or wellbeing services to adults and young people.
The Partnership’s aim is to deliver joined up ways of working to provide clear, consistent, quality information to customers and a seamless journey for those needing to access services. Our ambition is to become a trusted brand that customers and local citizens have confidence in. Creating the Warm Handovers Referral Scheme is one way we are achieving this.

What are Warm Handovers?
A Warm Handover is where you have a conversation with a person contacting you or using your service and identify other support they would benefit from that your organisation does not provide, but that you know others do. You then make a referral using a secure electronic form and select which organisations the referral goes to. The organisations will then contact the person to offer support.
The process is to be used with vulnerable clients or those that you feel will not contact an organisation if you just signpost them to that organisation. The referral form operates within a secure framework to ensure co-ordinated care for the person and means that they only need to tell their story once. A Data Protection Impact Assessment and an Information Sharing Agreement underpin the process and outline the responsibilities of each partner organisation.

Changes to data protection legislation means that the legal basis of making a Warm Handover changed in 2018 from consent to “public task” enabling a referral to be made if it is the person’s best interests. However, if the person has capacity and does not wish a referral to be made for them or refuses intervention from the organisation receiving the referral then the organisations involved should respect their wishes.
A list of current partners in the Warm Handover Referral Scheme can be found on the Suffolk Information Partnership website at http://suffolkinformationpartnership.onesuffolk.net/partners/.
When do you signpost a person and when do you make a Warm Handover referral?
Signposting

· When an enquiry is for information or services which your organisation does not provide
· You give out contact details and brief information about organisations that can help the enquirer
· Enquirer follows up the information and contacts the organisation(s) themselves
· Enquirer’s personal details are not taken, and calls may not be logged

· Enquiries can be by telephone, face to face or email
Signposting tools

Suffolk Information Partnership - services provided by partner organisations
What partners do
Suffolk InfoLink
http://www.suffolk.gov.uk/infolink
- directory of local organisations, services and activities. You can search by topic and / or place, see results on a map and email or print a shortlist. The website also contains the Emotional Wellbeing and Mental Health Gateway; the Suffolk Local Offer, for families and children with Special Educational Needs; and Family Information Service.
Suffolk County Council Adult Social Care and Health web pages

https://www.suffolk.gov.uk/care-and-support-for-adults/- information that can help people maintain their health and independence, on mental capacity, safeguarding and obtaining a blue badge. Links to services listed Suffolk InfoLink website.

Referrals
· Person is already known to you or has contacted you to access your services
· Their details are logged on your client database

· You feel that the person needs further support or would benefit from services provided by another organisation(s), and that they are unable to contact that organisation themselves

· You must ask them if they would like you to refer them, but you do not need evidence of their consent to pass on their personal information to the new organisation(s)
· On receipt of the referral the organisation then contacts the person to offer support
Referral tools
The documents and forms to use to make a Warm Handover referral are:
Online Referral Form - Note: link not available to the public. Please contact infolink@suffolk.gov.uk for the link if you are from a partner organisation.
Online Referral Form Hints and Tips and Process Diagram - http://suffolkinformationpartnership.onesuffolk.net/warm-handover/help-for-staff/
OME (Microsoft O365 Message Encryption) Secure Email 

Process for opening secure emails containing the contents of a referral. These emails will be marked "OFFICIAL-SENSITIVE". Follow the instructions in the email and use a one-time passcode to open and see the referral. You can find more information here. 

N.B. Only organisations outside Suffolk County Council will need to follow this procedure. Staff within the County Council are already within the secure network and the referral will display as an ordinary email.
If your organisation has a Transport Layer Security (TLS) protocol with Suffolk County Council your referral emails will automatically be unencrypted when they arrive in your email box, so you will not have to manually unencrypt them.
Data Protection
The Suffolk Information Partnership has a Warm Handover Data Protection Impact Assessment and an Information Sharing Agreement, which is GDPR and Data Protection Act 2018 compliant and has been signed by all partner organisations.
A Privacy Statement is available on the Suffolk Information Partnership website - 
http://suffolkinformationpartnership.onesuffolk.net/warm-handover/warm-handover-privacy-statement/
Statistics
Statistics of the number of referrals sent and received by each organisation are collected automatically by the online referral form software. A monthly report is produced that is available on request.
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