Kern County Differential Response

Referral Client Contact Policy

The priority of the Differential Response (DR) service provider is to ensure that children are safe.  Child safety supersedes the implementation of this client referral contact policy.  If a DR services provider assesses that child safety is at risk, the provider shall increase contact activities and/or make a referral to the Kern County Department of Human Services’ Child Protective Services (CPS) Division.
I. Purpose of Referral Contact Policy: 

To standardize family contact efforts by DR service providers and establish a uniform practice when family contact is or is not made.
II.
Contact:

a. DR service providers shall attempt to contact the client/family by telephone or in person within seventy-two (72) hours or three (3) working days of receiving a referral assignment from CPS, 

b. The first in-home visit should take place within ten (10) working days after the initial telephone or in person contact in an effort to engage the client.

c. DR case manager shall consult weekly with their Supervisor throughout the process of attempting contact. 

d. During the duration of the open case, the DR case manager/advocate shall attempt to make in-home visits at least once a month, depending on the need of the client or the severity of the initial referral.
e. A Social Conditions Matrix assessment shall be completed for the family at the beginning of services and at least once a month thereafter.
III. If Client Unavailable for New PATH  1, 2 or 3 Referral: 

a. If the client/family is not available for an initial in-home visit on a PATH 1, 2 or 3 referral, the DR service provider shall diligently make at least three (3) contact attempts via telephone and visits to the home. If the family is not available during a home visit attempt, the DR case manager shall leave a business card with contact information and DR services brochure.
b. The DR case manager shall document all contact attempts and inform their Supervisor and the referring DHS Social Worker that they have attempted to contact the client/family with no success.
c. When determined as appropriate, the DR Supervisor shall:
1. Close the referral. 

2. Document decision to close the referral on the referral log.
3. Submit a DR Feedback form to the CPS telephone room.

IV. Client Unavailable After Accepting Services and a case has been Opened: 

a. “Unavailability” occurs when a client/family does not show for a scheduled in-home visit or in-office appointment that they have previously agreed upon on at least three (3) occasions or attempts.  DR service providers shall make every attempt to schedule appointments during times most convenient for the client/family, and attempt to contact the client/family by telephone or in person within one (1) working day of a no show.  All client contact attempts shall be documented.
b. If a client/family becomes “unavailable” during the duration of an open case for DR services:

1. The DR case manager shall review the case and their attempts to contact the family with the DHS Social Worker (if applicable) and their Supervisor.

2. The DR Supervisor shall recommend that the DR case manager do one or more of the following: 

a) Make a CPS report, if appropriate.
b) Continue contact efforts with the client/family. 

c) Close the case and send a DR Feedback form to the CPS phone room notifying them of the client/family unavailability.
V. Family Refuses Services After Accepting Services & Case has been opened: 

a. The DR case manager shall document the client’s refusal, including any reason(s) client has provided, and immediately notify their Supervisor. 

b. The DR Supervisor shall recommend to the DR case manager one or more of the following: 

1. Make a CPS report, if appropriate.
2. Close the case and send a DR Feedback form to the CPS phone room notifying them of the client’s refusal to participate in services. 

3. Inform the client/family that DR services will continue to be available to them at a future time, should they choose to accept them.  The DR case manager shall also encourage the client/family to utilize other services available in the community.
VI. Family Relocates: 

If a client/family relocates within Kern County, but outside of a DR service area, the DR case manager shall refer the family to the DR service provider for that service area. 

VII. Former DR Case Managed Families: 

After a DR case closes, DR cases may be re-opened at any time provided:
a. Family requests services, the DR Supervisor determines that services are appropriate and necessary, and the caseload space is available. 

b. CPS makes a subsequent referral on the family. 
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