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Together Norfolk Service, Service User Eligibility, Priority & Referral Pathways Information 

Form 

The Together Norfolk Service 
From January 2014 Together was awarded a contract from Norfolk County Council to provide floating 
and housing related support to working-age adults with mental health needs.  
 
Together now provides housing-related support services for people with complex needs and/or who 
need intensive support for an unlimited period. This is for people with severe and enduring mental 
health illness aged 18 and over and living in Norfolk.  
 
The service is delivered by five Together Norfolk Teams aligned to and covering the five CCG 
(Clinical Commissioning Groups) areas across the County.  
 
Together Norfolk Complex Needs Service User Eligibility and Priority (Service B) 
Access to the service will be based on presenting need and the impact of peoples’ mental health on 
their ability to live independently, rather than medical diagnosis. This eligibility criterion should be 
used by the referrer when considering making a referral. If in any doubt the referral should be made 
and Together will assess whether the eligibility criteria has been met. 
 
 

 Together Service Complex Needs – Eligibility Criteria  
 

 
People with severe and enduring mental illness aged 18 over living in Norfolk who also have 
housing related support needs. It is expected that most people will be under 65 however it will 
include adults over the age of 65 who do not have dementia or complexities associated with 
ageing. Whilst it is possible that the majority of people will have a mental health diagnosis, access 
to the service will be based on presenting need and the impact of peoples’ mental health on 
their ability to live independently, rather than medical diagnosis.  

 

  
The Department of Health has defined people with 'severe mental illness' as individuals who:  

 Are diagnosed as suffering from mental illness (typically schizophrenia or a severe 
affective disorder, and including dementia);  

 are substantially disabled because of their illness, e.g. they are unable to care for 
themselves or independently, sustain relationships or work;  

 are currently displaying florid symptoms or are suffering from a chronic, enduring 
condition;  

 having suffered recurring crises leading to frequent admissions/interventions;  

 may at times present significant risk to their own safety or that of others  
 

Examples of diagnosed mental health conditions which would meet eligibility criteria include:  

 Schizophrenia or psychosis  

 Bi-polar affective disorder and other serious disorders of mood.  

 Moderate to severe depression, anxiety disorders such as OCD, social phobia, 
agoraphobia and panic disorders  

 Eating disorders where secondary mental health services are involved  

 Diagnosed personality disorder  
 
Dual diagnosis- where drug and/or alcohol misuse is an issue, but the primary diagnosis is one or 
more of the above.  
 

 

 
Service users must be living within the boundaries of Norfolk, with the exception of Norfolk residents 
placed in temporary accommodation outside the County.  
 
Where this is the case, there must be an expectation that the person will be re-housed in Norfolk and 
the service user  self-refers by attending a drop in or gives their consent to a referral being made and 
the support available will be limited to email and telephone support.  
 



 

 
 

 

  

Publication Date: August 2017         Review Date: December 2017 Page 2 of 5 
 

 
More intensive support will be provided to people who would fit within the client group historically 
served by assertive outreach. These clients will often have a history of severe mental illness with:  
 

 sporadic or non-engagement with mental health services that may not meet their needs;  

 sporadic or non-compliance with medication resulting in their impaired mental health;  

 frequent unplanned psychiatric admissions;  

 frequent involvement with the police because of mental illness;  

 complex multiple problems in addition to severe mental illness, (such as alcohol/ drug 
misuse),  

 frequent periods of homelessness  

 a personality disorder 

 an additional learning disability 
 

Exclusions 
 

People do not meet the agreed eligibility criteria  
 

People with low level mental health needs e.g. mild to moderate depression who have been 
supported in primary care or the Wellbeing Service (IAPT),  
 

People are no longer mentally ill and/or who cope independently with little or no support  
 

People who are already living in high-support residential or institutional settings (such as hostels, 
residential care, forensic or inpatient accommodation) and who are likely to stay there for the 
foreseeable future  
 

People who live outside the defined catchment area i.e;.the county of Norfolk  
 

People who fit within the NSFT eligibility criteria for complex cases in later life will not be eligible for 
the service. This includes people of all ages with dementia and people with mental health problems 
who also have complexities associated with ageing  
 

People with Asperger’s syndrome but no clear mental health diagnosis  
 

 
Mild to moderate depression, including post-natal depression and depressions resulting from a recent 
bereavement or loss of job/relationship.  
 

The level of risk is deemed unacceptable as a result of the outcome of an evidenced needs and risk 
assessment and in view of the Service Provider’s policies and procedures  
 

People with anger management issues but no clear mental health diagnosis  
 

People who clearly meet Learning Difficulties criteria  
 

People whose primary diagnosis is a drug or alcohol problem  
 

People with a head injury  
 

People who normally live in supported housing  
 

 
People whose support needs fall within a statutory responsibility unless the need for housing related 
support is identified as a complementary part of an overall package of support and assistance as 
agreed within an appropriate assessment / personal budget plan  
 

People whose support needs require more resources than are available to the service unless there 
are arrangements made by relevant agencies to meet additional care and support needs  
 

People who have predominant forensic issues over psychiatric issues.  
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Prioritisation 
 

Priority will be given, in this order:  
 
Priority 1  
 
Someone who is:  
 

 Homeless  

 Recently evicted  

 In temporary accommodation  

 About to be made homeless within 4 weeks  

 Escaping domestic abuse  

 Sofa surfing  

 At risk of harm from others  

 At risk of self-harm/suicide  

 Someone whose benefits have been sanctioned  

 May be at risk of being taken in institutional care or admitted to hospital  
 

 
Priority 2  
 
Someone who is:  
 

 Moving on from supported housing  

 Leaving care  

 Released from prison, and is not on a probation order  

 In setting up their first tenancy 

 Leaving hospital  

 Has language difficulties  

 Benefit issues 
 

 
Priority 3  
 
Someone who is at risk of losing their home within 3 months  
 

 Has rent/mortgage arrears  

 Neighbourhood disputes 

 Anti-social behaviour issues  

 Substance misuse issues  
 

 
Priority 4  
 
Someone who is at risk of not maintaining their independence through:  
 

 Lack of independent living skills  

 Lack of social contact or community links 
 
This priority is to be used in exceptional circumstances only 
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Together Norfolk Housing Related Support: Detailed Activities 
Support to set up and maintain a home 

 Supporting people through the process of moving home 

 Support for people to maintain their accommodation or access more suitable accommodation 
during mental health crisis or the processes of recovery 

 Advice and support on acquiring essential household items 

 Support with arranging the connection of utilities 

 Support with paying rent/dealing with arrears 

 Support with maintaining the property including reporting / organising repairs 

 Support with maintaining the security and safety of the property including supporting people to 
establish security routines that minimise risk, e.g testing smoke alarms and the safe use of 
appliances 

 Assisting people who are temporarily admitted to hospital, or about to be discharged from 
hospital, to maintain their accommodation so that they can return home through liaising with 
relevant agencies such as housing providers and the DWP 
 

Support to live independently 

 Support with household budgeting, including paying bills and budget planning 

 Support to maximise income including checking that individuals have the benefits that they are 
entitled to 

 Support with applications for benefits, including DLA/Personal Independence Payments, Housing 
Benefit and Council Tax Benefit 

 Support with managing any debts 

 Supporting people to develop and maintain good neighbour relationships 

 Supporting people to address any aspects of anti-social behaviour 

 Advice and support to maintain tenancy conditions, e.g overnight visitors, noise levels etc. 

 Supporting people to comply with any conditions of licences and other community sentences 

 Supporting people to undertake essential daily living tasks related to maintaining their tenure with 
a view to them being able to undertake these tasks for themselves or sustaining them at their 
current level of capability. 

 Enabling people to access information about alternative housing options 

 Supporting people to apply for alternative housing and subsequent support to move in to new 
housing 

 
Advice, advocacy and liaison / social and community links 

 Signposting to providers of specialist information, advice and advocacy services, including 
Citizens Advice Bureaux, Norfolk’s Mental Information, Advice and   Advocacy Service, Welfare 
Rights agencies 

 Supporting people to deal with statutory and voluntary agencies, including attending appointments 
with them 

 Enabling people to develop self-advocacy skills to further independence 

 Support to develop and/or maintain social and community links 

 Support in overcoming social isolation by linking people to local social, faith and leisure activities 

 Supporting people to develop a range of opportunities likely to increase independence, including 
employment, education and leisure activities 

 Information and support to access a personal budget where the individual has entitlement to 
Social Care services 

 Enabling clients to obtain impartial mediation or legal advice, if required, including liaison and 
advocacy support from the same ethnic group 

 
Health and Well being 

 Supporting people to monitor their own health and well-being and to access information and 
services where needed, for example on health, nutrition, mental health, well-being, sexual health, 
managing problem drinking, smoking cessation and physical activity 

 Signposting people to specialist services, e.g counselling, drug treatment, specialist debt advice 

 Supporting people to deal with anxieties relating to practical circumstances, e.g dealing with bills, 
unsolicited callers and arranging maintenance to the property 

 Supporting people to comply with treatment / activities relating to maintaining their health and 
well-being e.g repeat ordering of prescriptions, attending medical appointments and regular health 
checks to support all areas of health 

 Supporting people to maintain contact with family and friend 
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Together Referral Pathway  

 

 

 

 

 

 

 

 

 

 

  

 

 

  

  

 

 

 

  

  

  

  

  

 

  

Professional referrals                                                                                       
List of referrers includes, but is not limited to: NSFT, Norfolk County 
Council, District Councils, Norfolk Recovery Partnership, Probation 

(National Probation Service, Community Rehabilitation Companies), 
GPs, Registered Social Landlords, Voluntary Organisations 

 

Does client have housing related support needs and an eligible Mental Health need? 

Yes Unsure 

Together Norfolk 

Tel:  01603 485 095                                  

Fax: 01603 403 025                             

Secure email: 

norfolkcs-referrals@together-uk.org 

 

 

      

Contact Together Norfolk to discuss 

Tel:  01603 485 095 

 

 

      Initial Screening based on 

eligibility criteria 

Assessment                                       

(Joint Assessment with referrer 

preferred) 

Complex/ intensive 

support (Service B) 

 

Feedback of outcome to 

referrer 

 

Does not meet criteria for Together 

Complex / intensive support 

(Service B) – Advise referrer about 

any options which could assist 

mailto:norfolkcs-referrals@together-uk.org

