
No contact
 The ProjectOfficer
leaves a voicemail

when possible
advisingto call back
the helpline number

08001070044

No contact
Referral Partner is

emailed (if
applicable)

Resident is emailed
(If email is provided

Referral through the
website

(self referral or by a
referral partner)

 Project Officer
picks it up within

96 hours according
to workload.

Project Officer
creates a case and

prepares for an
initial attempt of

contact

No contact
The Project Officer

attempts to call
again 2 days later

and repeats the
same process if

unsuccesful to get
through to the

resident

Calls through the
helpline (08001070044)

Available Monday to
Friday 9-5

Voicemail
 Voicemails to be

responded to
within 96

hours

First Call

Follow Up Email

 Summarizing what did
the call discussed and
any actions to be taken

A similar version is sent
to the referral partner (If

applicable)

Follow Up Calls
Case dependent in
terms of how many
and how long they

should last for

1st Call
Attempt

2nd Call
Attempt

1st Call
Attempt

2nd Call
Attempt

No
further
Action

Asking a set of questions (Warm and Well Questions) to confirm eligibility
and what interventions we can offer
Offering any advise and pointing out the help we can look into providing
Usually lasts from 30 minutes to an hour depending on the case
Case handeler information is provided on this call so the resident knows
who to get in touch with for further support and questions if needed

CUSTOMER JOURNEY MAP

The length of time residents get supported for varies dependant onthe case.Timelines are always communicated to the resident for any onward referral made


