Offer of referral to Incredible Years SOP_Version 1 

	Purpose:

To offer parents a referral to Incredible Years 
	Items Required

1. Work phone

2. Laptop/computer with good internet connection



	Authors: Kate Mooney

	Effective Date: 26th June


General Introduction
Who are we calling?

BiBBS Cohort participants: 

· For this study, we are calling BiBBS mums who now have a child aged 1-3 to offer them a referral to Incredible Years as part of a study where we are testing methods for randomising parents in the BiBBS cohort

· The main languages of the cohort are English and Urdu/Punjabi
Why are we calling?

We want to contact women to offer them a place on the Incredible Years Toddler programme. Incredible Years Toddler is delivered in the Better Start Bradford programme and is a parenting programme that is designed to enhance the social and emotional wellbeing on children aged 1-3. Everyone that we are calling is a BiBBS participant and has a baseline questionnaire and consented to routine data linkage. Their BiBBS child is also now aged 1-3 years, as this is the eligible window for Incredible Years. When we call, we want to ask parents if they are interested in Incredible Years, and if we have their consent to pass their contact details onto Incredible Years.  
This should be a relatively quick phone call, as it is simply to ask whether they consent to their details being passed on. 

Key rules for questionnaire administration over the phone
What are the key rules?

· Do not use your personal phone number to make calls but use a work mobile/sim card or a phone at work (be aware that most landlines in the hospital withhold the number)
· Do not ring at times that may be perceived as intrusive. Not before 09:30 not later than 18:30. Weekend calls may be permitted, as agreed with your team leader. 
· Be mindful of avoiding school drop off and pick up times.
· Make sure each participant receives a minimum two morning calls and two afternoon calls on a selection of different days. 
· Always introduce yourself, be courteous, polite, friendly, empathetic and thank the participants for their time and for speaking to you.
· Do not give health or other advice to the individual’s problems (point them to resource for help line numbers on BiB website, or send a copy of this in the post, if requested). 
· Act on any safeguarding concerns and refer to:
· Rifat Razaq (rifat.razaq@bthft.nhs.uk) 

· Rihab Kazi (rihab.kazi@bthft.nhs.uk)

· If they are both unavailable, contact Dagmar Waiblinger (Dagmar.waiblinger@bthft.nhs.uk)

· For study specific questions:
· Kate Mooney, kate.mooney@york.ac.uk

What is important to consider when calling?
· You may have less than 30 seconds to ‘connect’ with the participant on the other end of the phone. From your own experience people are wary about phone calls from numbers they do not recognise. 
· How you speak: the tone of your voice, how you introduce yourself and how you introduce the topic, all is crucial. Participants should feel good after speaking to you and that they have the feeling their contribution is worthwhile

· When you make contact you are representing BiB and the Trust, therefore stay professional, but with a human touch.

· Know who you are calling; use their name and make it personal.
· Explain that we are calling to ask to share some information about a parenting programme called Incredible Years, and ask whether they would be interested in someone from Incredible Years contacting them about enrolling on the programme

       We are not a call centre and do not want to come across as one.
Therefore it is important that you embrace the script in the following guidance, but you can use your own words in the introduction rather than reading word by word, so you can come across authentic. Bear in mind the script can not be exhaustive and will not cover all situations in the field. It is important to remain responsive. Sometimes we need to listen to the participants before we can tell the participant what we want to tell them. Be mindful that this might be a sensitive time for women. See resources for extra guidance.
Support for you

Please contact a member of the team, at any point to seek some support. 

· Rifat Razaq (rifat.razaq@bthft.nhs.uk) 
· Rihab Kazi (Rihab.Kazi@bthft.nhs.uk) 

Spreadsheet outcomes/recording

Below is a list of the spreadsheet fields and a description of what you should record. 

Please aim to fill in a response in all fields. If a field is not applicable (e.g. you could not contact a participant at all, so ‘consent to referral’ cannot be answered, then record as ‘N/A’).
	Mother BiBBS ID
	From details that Alex sends

	Child BiBBS ID
	From details that Alex sends

	Mother name
	From details that Alex sends

	Child name
	From details that Alex sends

	Language ability
	Please record here the parents language ability so that Incredible Years are aware if they need an interpreter when contacting the parent. 

	Call outcome
	This is whether you have successfully contacted the participant. The drop down menu contains ‘successful’, ‘could not contact’, or ‘call back another time’. 
Even if a participant does not consent to their contact details being passed on, this should be recorded as ‘successful’ as you have made contact with the participant.

	Contact method
	Contact method used for each attempt. There should be four phone calls until a text message is tried.

When you try a text message after four failed phone calls, update this field to ‘text message’.

	Attempted number of phone calls
	A record of attempted number of phone calls. Update this as you try multiple attempts. When you reach four attempted phone calls, move to trying one text message instead. 

	If call back another time, when?
	If a participant answers but cannot speak right now, this is a field for you to record when to call them back. 

	Consent to referral
	This is the most important field as it is the outcome of our study. A simple yes/no on whether participant consent to their contact details being given to Incredible Years. 
If you cannot contact a participant after four phone calls and one text message, this should be recorded as N/A.

	Reason for non-consent (free text)
	If participant have not consented, please try to record a reason for non-consent. This is free text.

	Any other notes needed
	Any other notes or information a parent provides that may be relevant can be recorded here. 


Script for phone calls
Hello, my name is (……), I am calling from Born in Bradford at the Bradford Teaching Hospitals NHS Foundation Trust, could I speak to (name)

Answer: speaking (if it is not the person, clarify who we want to speak to)
We’re calling as you joined the BiBBS study while you were pregnant. We really appreciate the time you have given us so far. 
Today I’m calling to offer you the opportunity to take part in the Incredible Years course with your child (name). The Incredible Years is a group-based course for parents of 1–3-year-old children. There is no cost to taking part and a free creche which you are welcome to use. Parents who have attended before have said they find it helpful for their parenting skills and say they have improved relationships with their children. They also enjoy sharing their parenting experiences and learning alongside other parents. 

At the moment we are just asking if you would be happy for us to pass your contact details onto the Incredible Years team to let them know that you might be interested in joining. They will be able to tell you much more about the programme.

If can’t talk/decide right now: 

Is there another day or time that I could call you back at? 

· Log call outcome as ‘call back another time’ and add the time/date into ‘if call back another time, when?’. If they prefer a text/email, write this in ‘any other notes needed’.   
Update contact details on admin form (e.g. if they’ve asked for email, make sure you take down preferred email address, check mobile number for text etc.).

If no to IY-T, but staying in BiB: That is no problem. Do you mind if I ask why? Just so we can record the reason that you are not interested. 
· Record a reason for non-consent if one is given. If they had no reason, record as ‘no reason given’.  
If no and would like to withdraw from BiB: 

Confirm they actually want to withdraw. Explain this means they would no longer be part of the study and will not receive any information, birthday cards, newsletters or invitations to take part in the future.

If they would like to withdraw, let them know that as it can take a little while for our systems to update, so there’s a small chance you will be contacted within the next 30 days. If this happens they should just explain they have already withdrawn and this is being processed.

· Log call outcome as ‘successful’ and consent to referral as ‘no’. 
· Complete BiBBS withdrawal procedure
Thank you for your time. Goodbye.

· Mark call outcome as ‘successful’ and consent to referral as ‘no’. Record a reason for non-consent if one is given. If they had no reason, record as ‘no reason given’.  
· Finish the rest of the calls before passing on details to Kate Mooney and IY-T. 

If yes:
Thank you very much. Can I just confirm we have the most up to date details for you? 

· Check contact details and update if required. E.g. Could I quickly confirm your address: do you still live at ……….? (if not update on interface)
· Do you have an email address I could note down as well?. ………. Thank you (update on interface)
Thank you for your time. I’ve made a note of that and they will be in touch in the next month or so to give you a bit more information. Do you have any other questions? 

Thank you for your time. Goodbye.

· Mark on the spreadsheet call outcome as ‘successful’ and consent to referral as ‘yes’.

Draft for texts (if no response to phone call after four attempts)
Hi …. my name is …. And I work for Born in Bradford. We’ve tried calling as you joined the BiBBS study while you were pregnant, and want to tell you about a programme that is offered in your area. Incredible Years is a group-based course for parents of 1-3 year old children. We want to ask if you would be happy for us to pass your contact details onto Incredible Years so that they can invite you and your child (name) to the programme. Would that be okay?
If they reply yes: That’s great, thank you. They will be in touch in the next month or so. 

· Update contact method to ‘text’

· Log consent to referral as ‘yes’
If no: Not a problem at all. Thank you for your time. 

· Log reason if they gave one. If no reason, record ‘no reason given’
Once all calls/texts have finished

· Send a copy of spreadsheet to kate.mooney@york.ac.uk, but remove mother and child name columns from this spreadsheet (include all parents who have consented or not consented)
· Send on spreadsheet of parents who have consented to Pam O’Neill IY-T (pam.oneill@barnardos.org.uk). Include the names, but remove those who have not consented to their details being passed on. Please send this at the end of the week as you are going through the phonecalls so that they can make a start on contacting parents. 
Thank you 😊 any questions about recording/sending the information please do email me (kate.mooney@york.ac.uk), happy to have a chat if it would be helpful.

Potential FAQs:

	Why are you contacting me?
	When you were pregnant, or just after you had a baby you joined the BIBBS study. This might have been at your GTT clinic appointment, on the phone, on the ward or in your home. We’re contacting some of the women who are part of the study to talk to them about a programme called Incredible Years. You might have completed a questionnaire with us or you may have just completed a consent form with us allowing us to have access to your routine health data. 

	How much time does this take?
	Less than two minutes

	Do I have to do this?
	No, it is voluntary.

	What type of questions will you be asking?
	We will only ask whether you are happy for us to pass your contact details onto the coordinators of the Incredible Years programme. 

	How will it help?
	By collecting this information we are hoping to evaluate whether the Incredible Years programme is effective for children’s social and emotional wellbeing. 

	What happens to the information I give you?
	Like all information we collect it is stored confidentially and you will not be identifiable, your personal details are removed.



	What happens if my participant says they don’t remember consenting?
	If your participant informs you that they do not remember consenting to take part in the BiBBS study then please do acknowledge this. Please confirm with the participant that they took part in the study either by doing a questionnaire or consenting to Routine Data Collection (RDO), and explain a little about the project. 

If they are not happy to remain part of the study then please follow the process for withdrawal. 



	Do the programme deliver in my language?
	They try to get an interpreter for parents who speak languages other than English where possible. They will be able to answer more queries about this.  

	Where will the programme sessions take place?
	They deliver in several different places, but it will be in your local area. 

	What kind of content do the programme deliver? / What is the programme about?
	In the programme, parents learn how to help their toddlers feel loved and secure, encourage social and emotional development, encourage language and communication, and establish strategies for developing routines, handling separation, and managing misbehaviour. 

	Are you asking me this because you think I need the programme?
	No, we are only asking you this because you enrolled in the BiBBS cohort study several years ago. The programme is universally offered to all parents. We are calling just to ask if you are interested in hearing more about it. 

	If I say yes now, do I have to take part or can I change my mind?
	If you say yes now, you can change your mind after hearing from the programme facilitators. They will be able to tell you more about Incredible Years and then you can decide if you are interested. 

	Can I bring my child with me to

the programme?
	Yes you are welcome to bring your child along. You can also use the creche that they will provide. 


9

