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The Heart of the Referral

Staff relationships and the successful referral
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Mssion Economic Development Agency
Rooted m the Mission and focused on San Francisco, MEDA’S mission 18
to strengthen low- and moderate-income Latino families by promoting

economic equityjand social justice through asset building and
community development.

Founded in 1973 in the Mission
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Afterschool, Mental College and Career
Health, College Savings, Advice, Financial Aid,
Family Engagement Schoaol Transition
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Original Concept for Referrals

MPN is:

9 Schools in SFUSD
3 Early Care Centers
20 Family Child Care Proyider
15 CBOs '
City Departments
10 Service Connectors
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The Technical Solution
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Organic Reality: FSC’s As Hub

Moscone
Elsmantary Schoal

Tamdem, Partners
n Early Learning

Felon Institute

Ceoach connection




Human Centered Design team
assembled to figure it out!

A variety of staff and roles from around the
partnership aimed to find the root of the
problem




Interviewed Both Families & Staff

What are/your values?
Families
Patients
Clients

e barriers to-e o-In your program?
What do you do when you see a problem you can’t help with?
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The Student Becomes the Teacher

What we learned about how clients share information
with each other made us jealous

' ions
“1f families are creating personal connection

7 1”’
: - why aren’t we:
on their own Yy Design Team Staff

Decided to focus on Staff

Staff are the gatekeepers to the clients
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So What Broke?

We assumed A LOT. Like...

Job descriptions people didn’t have
Like talking to people about problem s outside theirdom ain

Computer access people didn’t have
After-schoolstaffrunning around playgrounds

Time people didn’t have
Intake staffjuggling phones,rocking babies,translating form s
allat once

And the warm handoffis a verybig deal
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Technology doesn’t create trust
It can only reflect if you’ve built it

“Tdon’t know anyone there myself. Ican’t risk sending one ofmy

families there.”
Staff mistrust that no one was going to be there on the otherend ofthe referral

was the biggest barrier

“Tdon t trust the information about the service is up to date.”
They had been burned too many times in the past and no digitaldatabase
was going to change that. Even though ourtech solved for this,several other

barriers were in the way ofthem everusing it.

ith the
rk so

Ah-hdah!

The problem
at the root

At RISK: The reputation and relationships
parents, students, patients, clie

hard to build.
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Recommendations

Staff Networking — Create trust and relationship building across staff
who will refer to each other through in-person events. Supplement with a
digital communication channel for staff to connect.

The FSC Connector model — The skill set of “Connector” is a specialty
and is not transactional. Create the position or find one to lean on.

Find your “Love Connection” Referral Programs — No one can be the

expert on every other program. ldentify the top priorities everyone can
focus on. For us it was Mental Health and Housing

Formula for 1st Visit Success — 3 easy tips to make the first visit as

successful as possible. This builds confidence for both staff and families;
1. We offer..,2. Be sure to bring...3. Don’t worry if...
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Your solution will be

unique
to your community

But here’s a peek at ours...




The people at the center will reveal the solution

“I don’t use Salesforce to start a referral.
Oh - and | only enter it into Salesforce later if | have time.”
Insight: The digital tool does not match their skill set or their environment

Q Idea: Salesforce is used at the end. Uke it as a platform for more than record keeping

“I know someone there so | call them first.”

, , Insight: ’'m limiting the referrals I can make to who I personally know
‘Q’ Idea: Greate ways to connect with more programs so relationships aren’t silo’'d

“I will only make a referral after | get a commitment from
someone there, that they will personally help my client.”
Insight: Warm handoff, Trust, Trust, Trust. It doesn’t start with a machine - it ends there

=  Idea: Build a system to connect professionals, not clients to a stranger they don’t know
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Full MPN Referral Redesign Solution

RAISE TOP-DOWN SUPPORT

* MPN communicates the benefits of having direct service
staff participate in MPN Network activities to partner
organization. L)
* Partner organization communicate and create time for
direct service staff to attend meet ups and lead activities &
to empower mare connection to services.
* MPN routinely share research on burnout in the field, ways
to prevent it, and the cost of cutcome and resource.

FRIENDLY ORGANIZATION VIDEO

* Partner statf will create a low budget and easily editable video
to share with clients- i.e. what their building locks like, how to
navigate service, address misconceptions and how to make
visit successful.

* Video will lessen clients apprehension to attain services due to
cultural and physical barriers. It may also reduce staff
perso nolly escorting client ta pa rtner's organization site.

* MPN will provide a video guidelines and will help brainstorm

ways to showcase partner videos.




PROIOIYPE Program Mdeo Storyboard
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The Video Formula
Exterior Shot - Help me see where I'm going
Friendly face ofreception/intake
Friendly faces of staff you might work with
Keys to Successful Ist Visit (We offer.., Be sure to bring..,Don’t worry if..)
Client testimony (a few sentences)
. Allin native language
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As for Technology

(Guess what?

They still want 1t!

As a platform for connecting with each other m a
warm, welcoming way
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Thank you!

missionpromise.org
medasf.org
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