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East Of England Community Health and Care NHS Trust 

The Mental Health Advice, Support and Access Service (MHASA) has transformed access to 
mental health support for children and young people (0–25) across Norfolk and Waveney by 
replacing fragmented, paper-based systems with a single, compassionate digital front door. 
Previously, over 3,000 young people experienced long waits, with up to 60% of referrals rejected 
due to incomplete information and duplication, causing distress for families and inefficiencies 
across services. 

Through co-production with clinicians, technical experts, young people, and families, a 
streamlined digital referral and triage system was developed using trusted platforms (Just One 
Norfolk and FYI). The solution offers an intuitive, mobile-friendly interface accessible to all users, 
including those with additional needs or low literacy. It guides referrers through targeted 
questions, ensures consistent and high-quality information capture, and uses automated clinical 
scoring to assess risk and direct individuals to the most appropriate support. 

The system provides real-time updates, tailored guidance, and “waiting well” resources, 
improving transparency and reassurance for families. Integrated communication loops ensure 
that referrers and users are informed at every stage. As a result, inappropriate referrals to 
specialist services have reduced by 60%, with only 25% now requiring onward referral, 
significantly improving waiting times. 

The impact has been sustained, with low re-referral (3.4%) and disengagement rates (1%), 
demonstrating effectiveness. Real-time data supports better decision-making and system 
management. Beyond local success, the scalable referral engine has been adapted for other 
services, improving access and outcomes more widely while strengthening collaboration, trust, 
and efficiency across organisations. 


