Telephone Transfers to Connexions Centres – Connexions Staff Briefing

Connexions Direct have been asked by the DCSF to set up a transfer system with Connexions centres, allowing a Connexions Direct Adviser to transfer a caller straight through to a Personal Adviser or receptionist at their local Connexions centre. This service would only be available during the opening hours of the local centres. 

The database which will be used for the transfers will contain the same details as the local service section on the Connexions Direct website – all Centres in this will be included where appropriate. 
Most Connexions centres have a central reception where contacts to the centre are received. A receptionist will receive the call and handle as appropriate. The flow diagram below illustrates the process:
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Call Handling Quality Framework
In order to ensure that Connexions Direct Advisers only transfer callers who may benefit from further advice from a PA, the call must be within one of the following remits:

1.  The caller is requesting local information

2.  The caller is seeking, or may benefit from face to face IAG

3.  The caller needs long term guidance from a local PA 

Young person contacts Connexions Direct. 





Adviser completes the transfer and records the referral using the caller profiler. 





Adviser goes back to the caller and explains that they are now going to complete the transfer.





Adviser makes contact with local Connexions centre and explains that they have a caller named ****, aged ****. The Adviser explains what help the caller needs. 





Adviser finds local Connexions centre and places the caller on hold whilst phoning the appropriate centre. 





Adviser determines that the young person may benefit from further advice from an adviser at a Connexions centre. 





Caller agrees that they would like to speak to someone at their local Connexions centre. 





Connexions Receptionist makes an appointment for the young person to see a PA, or takes the young persons contact details for a PA to contact young person.











