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Mission Economic Development Agency
Rooted in the Mission and focused on San Francisco, MEDA’s mission is 
to strengthen low- and moderate-income Latino families by promoting 

economic equity and social justice through asset building and 
community development. 

Founded in 1973 in the Mission
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Original Concept for Referrals
MPN is:
9 Schools in SFUSD
3 Early Care Centers
20 Family Child Care Providers
15 CBOs
City Departments
10 Service Connectors

And Everyone would be an expert referral maker!
Build a Referral Tool…
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The Technical Solution
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Organic Reality: FSC’s As Hub



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
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Interviewed Both Families & Staff

Staff

Families
Patients
Clients

How do you make  connect ions?
What  does t rust  look like  to you?
What  a re  your va lues?

What  a re  the  ba rrie rs to enrolling in your program?
What  do you do when you see  a  problem you can’t  he lp with?
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What we learned about how clients share information 
with each other made us jealous

The Student Becomes the Teacher

Decided to focus on Staff
Staff are the gatekeepers to the clients



So What Broke?
W e  a ssu m e d  A LOT. Like …

J o b  d e s c rip t io n s  p e o p le  d id n ’t  h a ve  
Like  t a lkin g  t o  p e o p le  a b o u t  p ro b le m s o u t s id e  t h e ir d o m a in

Co m p u t e r  a c c e s s  p e o p le  d id n ’t  h a ve  
Aft e r-sch o o l s t a ff ru n n in g  a ro u n d  p la yg ro u n d s

Tim e  p e o p le  d id n ’t  h a ve
In t a ke  s t a ff ju g g lin g  p h o n e s , ro ckin g  b a b ie s , t ra n sla t in g  fo rm s 
a ll a t  o n ce

An d  t h e w a rm  h a n d o ff is  a  ve ry b ig  d e a l
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Technology doesn’t create trust
It can only reflect if you’ve built it
“I d o n ’t  k n o w  a n yo n e  t h e re  m ys e lf. I c a n ’t  r is k  s e n d in g  o n e  o f m y 
fa m ilie s  t h e re .”
St a ff m ist ru st  t h a t  n o  on e  w a s g o in g  t o  b e  t h e re  on  t h e  o t h e r e n d  o f t h e  re fe rra l 
w a s t h e  b ig g e st  b a rrie r
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At  RISK: Th e  re p u t a t io n  a n d  re la t io n s h ip s  w it h  t h e  
p a re n t s , s t u d e n t s , p a t ie n t s , c lie n t s  t h e y w o rk  s o  
h a rd  t o  b u ild .

“I d o n ’t  t ru s t  t h e  in fo rm a t io n  a b o u t  t h e  s e rvic e  is  u p  t o  d a t e .” 
Th e y h a d  b e e n  b u rn e d  t oo  m a n y t im e s in  t h e  p a st  a n d  n o  d ig it a l d a t a b a se  
w a s g o in g  t o  ch a n g e  t h a t . Eve n  t h ou g h  ou r t e ch  so lve d  fo r t h is , se ve ra l o t h e r 
b a rrie rs  w e re  in  t h e  w a y o f t h e m  e ve r u sin g  it .



Recommendations

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.
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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.

Find your “Love Connection” Referral Programs – No one can be the 
expert on every other program. Identify 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. W e  o ffe r…, 2. Be  su re  t o  b rin g … 3. Do n ’t  w o rry if…
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But  here ’s a  peek a t  ours…

Your solution will be 
unique

to your community



The people at the center will reveal the solution

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

Idea: Salesforce is used at the end. Use it as a platform for more than record keeping
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“I know someone there so I call them first.”
Insight: I’m limiting the referrals I can make to who I personally know
Idea: Create ways to connect with more programs so relationships aren’t silo’d 

“I will only make a referral after I 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



Full MPN Referral Redesign Solution
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PROTOTYPE: Program Video Storyboard

Th e  Vid e o  Fo rm u la
1. Ext e rio r Sh o t  - He lp  m e  se e  w h e re  I’m  g o in g
2. Frie n d ly fa c e  o f re c e p t io n /in t a ke
3. Frie n d ly fa c e s  o f s t a ff yo u  m ig h t  w o rk  w it h
4 . Ke ys  t o  Su c c e ss fu l 1s t  Vis it  (W e  o ffe r…, Be  su re  t o  b rin g …, Do n ’t  w o rry if…)
5. Clie n t  t e s t im o n y (a  fe w  se n t e n c e s )
6 . All in  n a t ive  la n g u a g e



As for Technology

Guess what?

They still want it!

As a platform for connecting with each other in a 
warm, welcoming way
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Thank you!
missionpromise.org

medasf.org
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