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About NACCRRA:

NACCRRA, the National Association of Child Care Resource & Referral Agencies, is our nation’s 
leading voice for child care. We work with more than 800 state and local Child Care Resource  
& Referral agencies to ensure that families in every local community have access to high-quality, 
affordable child care. To achieve our mission, we lead projects that increase the quality and 
availability of child care, offer comprehensive training to child care professionals, undertake 
groundbreaking research, and advocate child care policies that positively impact the lives of  
children and families. To learn more about NACCRRA and how you can join us in ensuring access  
to high-quality child care for all families, visit us at www.naccrra.org. 
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Introduction

Child Care Resource and Referral 
(CCR&R) agencies are the only child care-
related services that work with all parts of 
the child care system: families, child care 
providers, and communities. Their role 
is critical to monitoring and building the 
supply of high-quality child care, as well 
as maintaining comprehensive databases 
of available child care programs in the 
geographic areas they serve. 

A referral is one of the critical services 
that CCR&Rs provide. A referral is more 
than just using a checklist and giving 
information. It is a process that involves 
interacting with families, helping them to 
know what high-quality child care is, and 
helping them find it. 

Your role as Referral Specialist is crucial 
to families seeking child care. You are 
the first point of contact, the face of 
your agency. You are the consummate 
multitasker employing a bevy of skills and 
strategies. During the referral process, you 
are wearing many “hats.”  

Being a Referral Specialist means being a:

n child development expert, 
n financial advisor, 
n problem-solver,
n negotiator,
n counselor, 
n database specialist, 
n confidant, and 
n community resource expert. 

It takes training, effective skills and 
strategies, and guided practice to be able to 
provide a seamless referral while wearing 
your many “hats”. 

Answering the Call is a basic overview 
of what should occur in a high-quality 
referral. It reviews the elements of a referral 
and how they should be carried out. 

Although your agency’s procedures and 
written policies may differ from others, 
the intended outcome is the same—to 
supply high-quality referrals based on the 
individual needs of each family and to 
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inform families about the importance of 
high-quality child care. 

This guide follows referral call standards 
as identified in NACCRRA’s Second 
Edition, Criteria for Best Practices in 
Consumer Education and Referral of the 
Child Care Aware® Consumer Education 
Quality Assurance (Quality Assurance) 
program. Quality Assurance is a national, 
voluntary, program that assesses the 
quality of services CCR&Rs provide. 

The Guide has five chapters:

1.	 Overview	of	Referrals

2.	 What	is	the	Referral	Process?

3.	 What	is	an	Enhanced	Referral?

4.	 Your	Role	as	Referral	Specialist

5.	 Using	Checklists	and	Scripts

Appendices	include	checklists,	forms,	
and	guidelines

Although your agency’s 
procedures and written 
policies may differ from 
others, the intended outcome 
is the same—to supply high-
quality referrals based on 
the individual needs of each 
family and to inform families 
about the importance of high-
quality child care. 




