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PROCESS MODEL 

 
 
 

_ 

Checklist form 
forwarded to Customer

Service Centre for 
processing – a copy is 
left with service user

Outcomes of referrals are fed 
back by partner agencies to 
Customer Service Centre for 
logging onto system 

Service user is 
contacted direct 
by individual 
agency and 
assessed for 
service requested 

Management 
information reports 
forwarded to First 
Contact Co-ordinators 
– enables 
performance 
monitoring and 
trouble-shooting 

Quality Assurance 
checks undertaken 
with service users – 
gathering case study 
data 

Front-line staff member 
from a partner agency 
completes a checklist 
form whilst in service 

user’s home 

Carefully designed 
questions identify potential 

services required and 
pathways 

Customer consent given to 
enable information to be 

shared with partner 
agencies and for data to be 

held centrally  

Customer First system would 
generate referrals to relevant 
agencies identified. Pathways 
and resource knowledge built 
into system

Underpinning all of the above is ongoing development 
work, support and training of staff with partner agencies 
by Project Team/Co-ordinators 


