
Practice Decisions Flowchart – Desktop or Face–to-Face? 
 
 

 
 

Planned Reviews or Case Transfer 
 

Should this be Desktop or Face-to-Face? 
 

Decision based on complexity of needs and client’s communication needs 

Desktop Face to Face

Criteria 
• Not in a Care Home 
 
• Needs are stable and 

predictable 
 
• No legal orders needing 

a named worker 
 
• Effective communication 

and outcomes (inc. 
FACS) are possible via 
post/phone with the client 
and/or appropriate 
others, such as carers, 
family, advocate, service 
providers etc. 

A Desktop review may 
need to progress to a 
Face-to-Face review if:- 
 
• The Desktop review 

identifies major changes 
in need that demand 
greater clarification than 
is possible other than the 
phone. 

 
• Unable to determine 

FACS despite further 
phone calls. 

 
• There is ongoing 

disagreement re 
outcomes 

 
Discuss with PM before 
moving to Face-to-Face 

Criteria: 
• Is in a Care Home 
 
• Client is unable to 

communicate effectively 
to post/phone and there 
is no-one else to support 
the Client with this. 

 
• Needs are complex or 

difficult to predict. 
 
• Care plan outcomes are 

complex. 
 
• Adult protection 

concerns/risks 
 
• Outstanding client 

contribution. 
 
This would incorporate the 
majority of PCM cases, but 
does not exclude Help 
Desk cases. 


