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 Urgency of situation assessed by duty worker and based on 
the following: 

• Rapid deterioration requiring immediate palliative care 
or referral to another health service. 

• Urgent care needs, such as those requiring NHS 
Continuing Healthcare (Fast Track) arrangements. 

• Readiness for hospital discharge when the person is 
medically optimised. 

• Crisis situations, including carer breakdown or 
safeguarding concerns. 
 

START: Referrals are 
generated by gateway to care 

 
Gateway to Care/Referred direct to Team 

NON-URGENT 
For non-urgent referrals, an initial phone 

call is made to gather additional 
information, explain the service, liaise with 

other professionals if necessary, and 
inform the individual or their carer that a 
Social Worker will be allocated within 7 

days, providing contact details for interim 
support if required. 

END 

START: Professional refers 
direct to Palliative Care Team 

Duty 

Where a carer has been identified 
offer of carers assessment 

URGENT 
The team prioritises urgent 
situations by providing a 
proportionate response, 

including remote assessments 
or urgent home visits if 

necessary, with referrals 
escalated to the Team Leader 

for allocation within 4 to 36 
hours based on individual 

needs. 

KNOWN TO SERVICE 
For individuals already known to the 

service whose circumstances change and 
require urgent support, they are directed to 

their allocated Social Worker, or if 
unavailable, the Duty Social Worker 

ensures continuity of care. 

Living Well Conversation (Assessment) takes place and 
coproduction of support plan along with financial 

assessment 

Regular reviews 


