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ABSTRACT

aithough referral from one campus agency to another’
is common, little has been written about the process, and less effort .
expended evaluating it. Instead of viewing referral in a mechanistic
manner, it -is- suuqested that referral include a human factor and be
seen as a “transfer of trust." The paper discusses the roles of the
various participants in the referral process as.well as several of
, its dimensions lncludlng. wholistic/atomistic, horizontal/vertical,
‘and personal/institutional. Recommendations for the:sending
' professional -and agency training are included. (Author)
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'Abstract

Although referra] from one campus agency to another is common, there
has been 1little written -about the process and less effort expended evaluating
it. ‘Instead of . viewing referral in a mechanistic manner, it is suggested -
that referral include a human factor and be seen as a "transfer of trust." .
The paper discusses the roles of the various participants in the referral
process as well as several of its dimensions including: whoTistic/atomistic,
horizontal/vertical and personal/ihstitutional. Recommendations for the
sending professional and agency training are included.



~ The Art of Referral in a University Setting

Few situations présent as much confusion, are more inefficient, and

result fn more unhappiness than the referral of students from one office to
another on a co]]egé campus. Whether the student's problem be vocational,

educational, or emotional, he is often faced with harried receptionists and

Tong waiting Tists, climaxed with overworked professionals who frequently

.can only utter "You are in the wrong place, you should be seeing Dr. Jones
who is across campus." Given these conditions, is it any wonder that many
~students angrily condemn the administration for its "bureaucratic red tape"

‘and, frequently, never arrive at the agency to which they have been referred.

—

'The QEUdent is not alone in his resentment. Many nagging frustrétions'
confront the college professor, residence hall assistant, or student person-
nel worker faced with héving to make a referral. Their concerns frequently
involve such questions as:

| To whom should the referral be made?
PR How should the referral be made?

"How can I insure that the student makes contact with
the receiving agency?

What if the client is resistive to the referral?

- Despite problems of this nature which are inherent in the réferra]

process, few professionals receive any training on how to make a referral.

Even more disturbing is the paucity of literature in the afea. After a

diligent search, these authors could find only four articles dealing directly

with reterral and none of these was an empirical study of the referral

process.
The goal of this péper is to begin to close .the gap between the ovér-
whelming need for training and research in this area and the amount of prepa-

ration for the task available in professional training. More specifically,
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. the authors will.offer a conceptualization of the referral process, bringing. ... .

to light common problems, questions and predicaments facing student personnel
professionaTs. Recommendations will then be made to enhance the profes-

sional's capacity to make effective referrals.

Referral - A conceptualization

For many students, referral results in feelings of frustration, rejec-
tion, o~ failure. -Often times students have spent considergb]e time and
expended great effort td estab]ish contact with an agency they think appro-
priate to their needs. Whatever process may have been initiated, whethér
it be job placement ih a career service égency, counseling in a counseling
center or study-skill development in a learning lab, the mention of referral
calls to mind mény difficulties inherent in the process. Among these is
getting to the initial agency in the first p]ace.' For many, the troubles
encountered finding the initial agency coupled with the frustration resulting
from having to seék the referrent agency leads to almost certain failure.
Referral in these 1nstanc§s is usually the end of a relationship and yesu1ts
in an end to the problem solving process the student had initiated.

One reason why this protess is so ineffective is that advising or coun-
seling, as practiced by many, is atomistié. The atomistic referral process
is characterized by an "out of sight, out of mind* philosophy which resuTt
in referral having one goal--getting rid of the client. Contrasted with
this approaéh is a who]istic orientation which demands that refer;a1=be a
processAwhich includes a humah,dimen;ion. Such>a‘process COnsidersbfirst
the client's needs,_réther than those of the sending.professiona1 who may
be eager to quickly conclude his contact with the c11ent.. Referrai, in}the
latter sense, becomes'é "transfer of trust;" | -

Most conceptuaTizations of referral consider it tb be an atomﬁstfc pro-
cess. For examp]e, Shertzer and}Stone‘(1968, p 433) state .that "fe?érra]

is the act of transferring an individual to another person or agenc} for



s

specialized .assistance.not available..from. the original._source." _According. .. .. .

to this definition the reason for referral should be for specialized service
a professional canhpt or chooses not to give. This standard definition,
however, lacks a human factor which would transform the mere transfer of a
"case" to a referral which can becdme a "transfer of trust."

During a hhelistic referral the trust between the referring individual
and client-is also referred. For example, the student'e accumulated trust
for his RA is part of the referral process. .That 15, when the student is
referred to an agency such as_Psycho]ogica] Services, his trust for the RA .
provides a‘bridge to brdmote'trust for the agency. It is th{s "bridging"
that facilitates the referral procesé;. This referral is not a mechanistic
precess, but one where both individuals demonstrete and act on thefr respect'
for the other. In thie instance, the trust is transferred so as to guarantee
the integrity of each party concerned. Referral in this sense is a humanistic
process of guiding a client toward that source which will be moet productive.
Thus, e referral process built on a tranefer of trust’becomes a procedure‘
for taking and heightening responsibility rather thah abdicating it. | |

Further cohceptualization of the referral process demands én.examina-'
tion of the role played by each of the three participants.f_(l) The»referent
is a client working with a student personnel worker who needs the unique

skills of an a]ternati&e professional. (2) The sending'professionai.is

that professional or paraprofess1ona1 currently respons1b1e for the c11ent,

who for one reason or another f1nds himself unable to meet a spec1f1c need

~‘:L

presented by this client at this time. (3) The receiving profess1ona1.1s

that individual who is ready to accept major responsibility for the client
and is thought competent to Reet the current specific need of this client.
Looking once more to the example pertaining to the residence ha]] the

student would be the referent, the resident assistant would be the send1ng
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.w;parapnofe5510na1,wandmthempersonwinmRsychologjcathenvjces;fhat_ﬁorks_with;;mMm;ﬂ“wm
thé Student would be the receiving professioﬁa]. |

| Positive feelings about the feferra] process are maximized whén?the

referent and the sending professional each take responsibility for their
part in the referral proces§. Thus, in some.¢ases the reféreht and the
sending professional might negotiate who the receiving profesﬁiohai will be.
As a result, the referral becomes a joint endeavor in which the client can
-Voice his feelings about a particular action.

A referral in which the client actively engages fn the process can be
‘called a horizontal referral. Contrasted with horizontal referral is one
which is'vertical. For example, traditional referral based on a medical
model is vertical: a physician tells the patiént to go fo a specialist for
treatment of an a11ergy.i Thé sending professional in this case is seen as:

' andther authority and the client usuaily has little or no part in_the déci-‘
sion whefher to be referred, why, and to whom. Horizontal referral, on the
other hand, active]y engages_the referent in the referral process.. Since‘ |

- the referral concerns the referent he is,exbected to make inputs Fegdrding
the who, what, and why of- the referral. In this dimension the client's
values and sensitivitieé_are_best éafegUarded.

Finally, refe?rél‘can be either institutional or personal.. An institu-
tiond] referral is one in which the client is sent to an agency with minimal
chance to ﬁéke a viable connectioh‘with that.agency:' This is usuai]y
characterized by a‘statemént such as "Why don‘tyyou go over to Student

-Héa]th, they will take care of yod.ﬁ On fhe other hand, a persbnal'referral
is one in which the referent is given a contact person and a means for con-
tacting him. "I héve éai]ed_Dr; Jones at your.request; he will see youyét
3 p;m. today. His office is Room 107 of Student HeaH:h‘.'.I A personal re; .

‘.ferral made to a specific receiving professional with directions to the
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whei measured in terms of client satisfaction and number of referred appoint-
ments kept.

Recommendations

Based on the'conceptualizatioh of referral presented above, the authors’

propose a series of recommendations for improving the referral process.

te

(i) Establish role definitions. The first recommendation considers

s

= . the Y‘mportance of role definitioné. A crucial first step in the referral
process is to define the professional's role. This 1is especially true of
referraTs devoid of a long standing'positive relationship between the re-
ferent and the sending professional, as is the case with the majority ef
referrale made on a college campus. As a result it frequently betomes ex-.
Vf—ﬂmfmuwme—ipenditious for the profess1ona1 to def1ne for the client the 11m1tat1ons and
purpose'ot his or her role. If for examp]e, ‘the professional's job is to
be primarily a referral source, the client should be told this fact 1mme-
diately; e.g.; "My JOb is to determine who you should see w1th1n our agency.
I may not be the person that you will eventually be working with. Now
tell me, what:br1ngs you here."  The advantage of this approach is that the
| c]ient's expeetations are altered 1mmed1ate1y to conform with the fact:that
~he will be referred to_another person.

" Contrast this With the student_who comes in to an agency assuming thet \
the persori with whom he is talking will be the primary help-giving agent
and- discusses seme problem or dilemma. After conc]udihg his remarks he.
discovers to his chagrin that he is being referred to yet another person
" to whom he must retell his story

(2) Establish a positive expectation. Recent research by Go]dstefn,

(1962), Brunner (1965), Biddle (1964) has indicated that positive expecta-

tions in therapy and teaching are important variables’in predicting -

__person's office, appointment. time, etc., is by far.the_better_referral methed. .- .-
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referra! process as well. As a result the sending professidna] should.en-
deavor to create a favorable éognitive sét that the refereht can carfy that
with him to the receiving pfbfessiona]: "Drf Jones ﬁas helped many students
with-problemsl]iké yours; I think he~is very competeht." Needless to say,
whatever is said about the‘receivfng'prdfessionél shou]dobe-an honest and
athraté assessment of thét.persdn's stréngths; Thus, an obligation of the
~ sending professional is to know the-recéiving professional. As Wygant (1971)
has admonished, the professional's credibility as a referral source can bést"
be safeguarded by making referrals only to respected clinics and individuals.’
(3) Traihing; A]ong,thesé samé Tines of reasoning, one of the best
ways to faciiitate the referral process is_to provide training for those
most intimate]y involved. This is eépeéially true in a-university setting.
Ramey (1962) and Cantoni and Cantoni (1965) havé echoad Wygant's assertion -
cohcerning the importance of knowing the referral sources;' They haVe.a]éo
stressedlthe difficu]ty in achiéving this end. As a result, it is suggestéd~
_thaf;an agency conduct a yearly "refgrfa] bazaar." Held during the fall,
this Qorkshop would serve to introduce campus pfofe§sionals to the names, .
phone numbers and specia]izatfon§m6f4vafious persons in receiving agencies.
Further éontact should be encouraged with those'agenéies which have‘-
the heaviest interagancy referral traffic so‘that persoha] friendships and
professioha] ré]ationships can be established. This'workshop,_if properiy
conducted, would serve to increase the referral sources known by each
.potentiallseqder, and aé‘the quality of the interactions 1ncreésed; the
| possibilites of the sénding professional matching the client's needs with
the reﬁeiving'professionaf‘s skills wou]d be hejghtened.

(8} The sehding_professioha]'s remarks should be concrete and personal.

In this respect the sending professional should strive to be as concrete as

_MHMmmmsuccessfulwoutcomes,m_Likewise,“positivemg§pectatjonwhas@anmimpgctmonwthemwmﬁwwwww;
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professional’'s name, his location, phone number, and hours of practice,
One way of viftua]]y making su;é>tﬁa£”fhé cfiéhfyfé;ches the receiving pro-
fessional is to make an appointment for the client in his presence and
perhaps allow the two to converse briefly before concluding the conversation.
In some cases the client neéding mental health serviées{should be taken to
‘the prover agency to insure his arrival. | |

Referral to private agencies or individuals-within those agenéies'should
not be done withoht the c]ieﬁt'; knoW]edge, consent and coopération. Thus,
an honest, open approach with the client is crucial. “Dr. Jones in the .
counseling centér i; a specialist ih these types of problems and he has
hé]ped many students. Uhat do you think of this suggest{on?"

If the client does not wish to be referred.” In some instances it becomes:

apparent that fhe client resents'being referfed and will not 1ike1y seek out
.thé receiving professional éven if an abpointmeht is made. In this case
another professional can.be suggested or the sending professional may wish‘ '
fovdiscuss the client's fee]fngs towards referral. Offen a few minutes
spent in catharéis will free the cf{gaf"t6 the poiﬁt where he will wish to
seek help from another'professional, In sbme instances the receiving pro-
fessional may wish to contact thé client for reassurance and encouragement.
0f course, despite a11‘good intengiqns, the ciient's resistance may-make re-
ferra] impossible, aifhough the passage of time will occa;ionaj]y result in
a change in the client's attitude. "The important notion for the reader's
consideration is that, except for emergency cases, referéal is most effec-
tive whenlbased on a joiht decision within the horizonta] model.

The importance of follow-up. Once the referral has been made, most senders

adopt the philosophy "out of sight, out of mind." Herein lies ene of the

greatest errors frequently made in the referral prodess.‘ The competent
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: wwprofessional4shou]gwcallwthe~referral~égencyworm1nd1vidua1uandwask~forw;mwww~nw-~ww

feedback on the referral process. Such questions as "Was the appointment
kept?/‘Did I give you~the information needed?" are crucial questions that

must be answered.
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