
The Basics
Purpose:  Learn about the functions and features you 

can utilize with your site!

+
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To uncomplicate  and humanize  social service systems for the 
benefit of all who use them.

CityServeX  Mission
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Participant or Seeker
● A person looking for help on the site.

Resource Coordinator or Navigator
● A person looking for programs on behalf of the Participant.

Site Administrator
● A person or persons designated by your organization who can 

add users and create groups. They can also make updates to the 
site and give analytic reporting access.

Important Roles  on Your Site
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Program Card
● A resource on your site that houses all of the program specific 

information that is important to help a Participant get access to 
that resource or service.

Community Organization
● The organization providing the resource or program you want to 

refer a Participant to.

Important Terms
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Connect Button
● The button on a program card that connects a Resource 

Coordinator or Participant with the organization providing the 
service. This button starts the referral process.

Important Terms
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● Assessments
● Getting Started to Help People
● Searching for Programs
● What’s In a Program Card
● Sending Program Referrals
● People I’m Helping
● Closing the Referral Loop
● Suggesting Programs and Making Changes in Program Manager
● The Support Portal

Overview
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Team Site: 
● Requires a login or uses SSO
● Allows you to use additional tools
● Allows for collaboration between 

teams (if enabled)
● Facilitates data for reporting & 

analytics
Community Site: 
● Share this site with community
● Created for individuals to self-serve

Your Site
The CityServeX site has been custom branded.

Please bookmark it for easy access!
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I didn’t receive the confirmation email Check your spam folder

I don’t see our logo when I log in Confirm that the user is on the site

I don’t see menu options along the top Confirm that the user is on the site

I can’t log in Confirm user is using the right credentials
● After five (5) incorrect login attempts, the user’s 

account will be locked for 1 hour for security reasons
● Direct user to click “forgot password” link to quickly 

reset their password

None of these worked, I still can’t access the site  Contact support@findhelp.com

Why Can’t I Access the Site or Login ?
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Assessments
Forms Designed to Help You Get to Know a Participant 

and Serve Them.

+
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Assessments on the Home Page
The Start a Form button the home page contains access to the CityServeX Intake Form 
and the Inquiry Form.

The CityServeX Intake Form should be accessed here when conducting in-person, “live” 
events.
The Inquiry Form can be accessed here for the purpose of converting phone messages 
into a usable form. Primarily, this is RESERVED FOR CARE CHAMPIONS.

10



+

Getting Started to Help 
People
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Knowing Who to Contact
On the Home Page, click on People under the “People I’m Helping” tab of your site toolbar.

A list will appear of Participants that have been assigned to you by your Care Champion. 

If they are newly assigned, or have previously been assigned, but not contacted yet, “Yes” 
will appear beside their name under the Flagged column.

Click on Participant’s name and their Profile will open up. Assessments that have been 
completed, or are available, are located on the left side, under Forms. 

They are either the Intake Form or Inquiry Form.

12



Knowing Who to Contact CONTINUED
Contact information is provided on either form, but only the Intake Form should be used to 
add further information needed, if any.

If there is no Intake Form one should be created upon making contact with the Participant 
for the first time. To do this, BACK BUTTON, click on Start A Form and select the 
CityServeX Intake Form. Information from the Inquiry Form will automatically populate 
into it.
 

*BE SURE AND UNFLAG THE PARTICIPANT ONCE CONTACT HAS BEEN MADE. To unflag 
click on the red “Unflag” at the upper right of the Participant’s Profile.
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Keeping Track of Attempts to Contact
Each time you attempt to contact a Participant for the 1st time, keep track of this by 
entering the ascending number in the Number of Call Attempts blank. This is located 
under Edit Personal Info. of a Participant Profile. 

The number you enter will be seen in the Number of Call Attempts column, on the People 
page, under the People I’m Helping tab.

Once contact has been made this number should remain unchanged. It is only to track 
how many attempts it took before the 1st contact is made. 

*REMEMBER - 
Once you do make contact with a Participant, BE SURE AND UNFLAG THE PARTICIPANT 
PROFILE. 
To unflag click on the red “Unflag” at the upper right of the Participant’s Profile.
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Using the  CityServeX Intake Form
Once a CityServeX Intake Form is completed, and the REVIEW FORM button is clicked at 
the bottom, the following will appear:

Use of this Platform:
Do you have appropriate consent from this person or their guardian (if under 18) for 
CityServeX to collect and store this profile information? By consenting they agree to the 
CityServeX platform's Terms and Privacy Policy.

Yes, I consent.

You will then have an opportunity to either Edit Responses or Submit.

15



Tailored Search Results
Once the Intake Form is submitted, relevant categories will be highlighted based on the 
answers the Participant provided.
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Searching for Programs
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Starting a Search
From the home page, enter in a zip code and click on the search button.
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Changing the Preferred Language
You can translate the page into any language supported by Google. Select the preferred 
one for your Participant and then click on the arrow. The entire site will be translated in 
that language!
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Search for  Programs
Once you have entered a Zip Code to start your search, you can look for programs in a 
couple different ways:
● Type  a search term
● Browse  categories, subcategories, and sub-subcategories

Search 
Terms Browse
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Type a  Search Term
As you type, various suggestions will appear:
● Tags:  These correspond to related categories 

and subcategories
● Matches:  These are specific programs whose 

name matches the phrase you typed
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Browse
Every category has an array of subcategories.  The number next to the category 
name indicates how many programs match that specific category.
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Search Terms vs.  Browsing

If a Participant has a housing need, your first 
instinct may be to type ʻhousing’ in the search 
field. 

This search, however, has 422 results in this 
search area:
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Search Terms vs.  Browsing
Instead, if you know the specific housing 
need of your Participant, for example 
assisted living, you can use sub 
categories to narrow that down.

Clicking on Housing, and then 
Residential Housing, there is a 
subcategory for assisted living you can 
select.

This now gives you 4 programs to 
choose from.
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Search Results
By default, program results are listed in order of relevancy . However you can sort by 
distance using the sort by buttons located above the program listings.

Items that impact relevancy:
● Keyword search match to program or provider name
● Keyword search match to words in program description
● If program is featured
● Program location

25



+

How do I narrow programs to 
meet Participant’s needs?

Using Filters

26



Personal Filters
Filter by situations that are specific to the person  you’re helping, such as age group or 
armed forces status. The filters are dynamic and will change based on the category 
chosen and program availability.
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Program Filters
Filter by items that are specific to the program  you’re trying to find, including hours or 
operation or language. Filters correspond to the tags that are associated with the 
program.
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Income Eligibility
Narrow resource by household and income eligibility  -- a new header and program 
label will appear.
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Clear Filters
Remove Filters  by clicking the ʻx’ on the tags or by clicking ʻCLEAR ALL FILTERS’ 

Filters are dynamic, so they will remain active as you move between categories. 
Make sure to clear them when you start a new program search!
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What’s in a Program Card?

+
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A Program Card
This is a thumbnail 
view of a program that 
shows up in your 
search results.

It has important 
information at a 
glance!
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Sections of a Program Card

Additional Actions

2

3

Next 
Steps

Program 
Details

1

33



Program Details
A. Program name
B. Community 

organization name
C. Claimed program 

icon
D. Program 

description
E. Main Services tags
F. Serving tags

A

B
C

D
E
F
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Claimed Programs
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Claimed Programs

The community organization has taken ownership of their listing and is now ready to 
accept referrals. They actively maintain their program information, ensuring it stays up 
to date and accurate.

Claimed programs are marked with a checkmark badge next to the program name, 
so be sure to look for them!

What is a claimed program  and 
why does it matter?
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More Claimed Programs = Stronger Community of Help

When more programs are engaged with their listing and your platform, they can work 
closer with you to help seekers receive the services they need!

What is a claimed program  and 
why does it matter?
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How can I claim a program  I own?
Start by finding your program on the platform and clicking on the program name to get 
into the more detailed view. Then click on Work here? Manage your listings!
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Claim Approval Process
All claims are reviewed by the 
Findhelp Network Curation 
team.

If verified, you will receive a link 
in your email to accept your 
claim. 

Your link is good for 24 hours.

You can also encourage 
community organizations in 
your area to claim their 
programs!
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Next Steps
A. Summary of next steps
B. Distance from zip code search
C. Location address & link to Google maps
D. Location Hours
E. Next Step button: Will change based on 

preferred contact methods

May also show Waitlist  icon if applicable

A

B

C

D

E
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Additional Actions
A. More info drop-down 
B. Print View
C. Save programs to favorites folders
D. Share programs via text,  email, or 

Facebook
E. Write personal or team notes
F. Suggest an edit

B

C D E

A

F
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Saving to a Favorites Folder When you select 
SAVE , you can add 
the program to a new 
folder or one you 
have already 
created.

This saves it to your 
favorites folder which 
helps you easily 
access up to date 
resources you use 
most often!
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Accessing Your Favorites
Click on your name icon and select Saved Favorites . Then click on the folder you want to 
view and have your chosen programs ready to share, print, or refer a Participant to!
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Share or Print Your Favorite Folders
You can also share or print your favorites folder. It can be shared as a link, an email, or 
with a group you are a part of.
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Share via Email, Text,  or Facebook
Best method if the Participant wants to do 
some research or discuss the program with 
friends or family members, or do more 
research before getting connected.

You can also add a preferred language to 
have the email translated to!

Only the stock message wording will be translated.
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Share or Print in Bulk
You can share more than one resource at a time! Click in the box next to the program 
name to select it. Once you do, a Selected  button will appear showing how many you 
have chosen.
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Bulk Email  or Printing
This will take you to a list of your selected programs. You can save them all to a favorites 
folder and you can email or print them out in a consolidated resource.
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Adding a Note
You can add a note and rate the program as a reference for yourself. You can also share 
that note with your team.
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Sending Referrals

+
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Difference Between Sharing  and 
Referring Sharing a resource allows the 

Participant to follow up on the 
information in their own time. 

Referring a Participant to a 
program is directly connecting 
them with the next step to get the 
support or resource that program 
provides. 

This also creates a record you can 
review in their Participant Profile .
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There are Different Ways  to Contact 
Programs
We don’t require that organizations have to accept 
emailed referrals. This allows for Findhelp to prioritize 
listing every social service program.

Organizations can use their existing intake and 
connection methods, like their website or phone line, 
while using our platform to help Resource Coordinators 
and Participants see the outcome of those referrals.
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Starting a Referral
Referrals are started by clicking on the connect button inside of a program card. There 
are two types of referrals: live  and logged .
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Type of Contact Button
Live Referrals Logged Referrals

Button Next Step

Apply through platform

Create a referral for the Participant and 
then complete a screener within the 
platform to collect eligibility

One-step referral

Create a referral for the Participant

Schedule

Schedule an appointment for the 
Participant within the platform to create 
the referral

Button Next Step

External Apply

A new tab in your browser will open, 
taking you to the organizations screener 
on their website

External Contact

Contact the organization through an 
external website

External Schedule

A new tab in your browser will open, 
taking you to the organizations 
scheduling tool

See Next Steps

The best way to reach a program is to 
call, email or go in-person. 
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What is a Logged Referral?
A logged referral is one that is documented to the Participant’s profile but is not sent to 
the organization providing the service. Updating the referral status is owned by the 
Resource Coordinator.
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Starting a Logged Referral
Click on the connect button 
and share the next steps 
with your Participant.

Then click on the Log A 
Referral  button and fill out 
the form so it saves to their 
Participant profile. 
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What Happens After You Click Submit  
on a Logged Referral ?
● These referrals DO NOT  go to the organization providing the service.
● Participants receive an email notification where they can update the status of their 

referral.
● They are important for long term trend analytics.
● They also help track and organize your workflow.
● The status updates are on the Resource Coordinator to make.
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What is a Live Referral ?
A live referral is one that is sent to the organization providing the service. It is also saved 
to a Participant’s profile. The organization receives a notification  of the referral and 
updates the status.
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Starting a Live Referral

Programs that have live referrals 
turned on will be claimed and have 
the check mark badge in the upper 
corner. 

Clicking on the connect button 
leads to a referral form to fill out.
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The Referral Form

Everything necessary will have an 
asterisks next to it.

You can choose a preferred 
language  for your Participant which 
will inform the program organization 
so they can best support. 

The referral notification the 
Participant receives will also be 
translated to that language.
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Preferred Contact Method  & 
Comments
Select the preferred contact method for your Participant. You can also add a comment 
with important information for the organization you are referring to.
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Gaining Consent
Because we are sending the Participant’s information to another organization, we have a 
consent checkbox to confirm before the referral is sent. Organizations receiving these 
referrals will only see the information provided in the form.
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What Happens When You Submit  
a Live Referral ?
● The person  that you are sharing the resource with will receive an email or text with 

information about the program and next steps depending on their preferred contact 
method.

● The community organization  providing the program will also receive an email with 
the contact information of the person you’re referring.

● You will see the referral (and all updates) on your “People I’m Helping” dashboard or 
through the Participant’s profile.
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What Are the Main Differences  
Between Live  and Logged Referrals ?

● Participant consent is needed
● Notes are viewable by both sides
● The organization receives a referral 

notification
● The organization updates the status

● This referral is for the Resource Coordinator 
only

● Consent is not needed
● Notes made are for the Resource Coordinator 

or team
● The Resource Coordinator updates the status

Logged ReferralsLive Referrals
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Referral Notifications

+
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Participant  Referral Notification
If your Participant chooses 
email or text as their 
preferred contact method, 
they will receive one of 
these notifications.
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Community 
Based  
Organization 
New Referral 
Notification
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People I’m Helping

+
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The People I’m Helping Dashboard

A dashboard of all the Participants you have helped through the platform with filters 
to help you organize your workflow!

The Participant Profile

A record that holds data relating to your Participant such as personal information, 
referral navigation history, goals, documents, and more!

What tools do I have to manage 
the referrals I am making?
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Groups Connected with Team Navigation

When added to a group, Resource Coordinators can share and collaborate over 
program information and Participant care!

What tools do I have to manage 
the referrals I am making?
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Accessing the People I’m Helping  
Dashboard
When you are signed into the site, you can click on People I’m Helping from the top menu 
bar and click on People.
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“People I’m Helping”  Dashboard
A. Dashboard Filters
B. Keyword Search
C. Link to a Participant Profile
D. Quick Start Referral Button
E. Referral Summary Button

B

C D E

A
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Using the Dashboard Filters

If you go into a Participant profile, you can 
edit the personal information to set a 
follow up date and assign the Participant 
profile to yourself.

This lets you use those filters in the 
dashboard to organize your workflow!
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The Participant Profile

+
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Participant profiles are automatically created any time a referral  or assessment has 
been made for a Participant by a Resource Coordinator. 

If users are in a group with Team Navigation  enabled, all Participant profiles will be 
visible and accessible to all members of the group.

Participant profiles are NOT  created for self-referrals or self-assessments. Additionally 
Participant profiles are not created when a you share  a program with someone. 

How Participant Profiles are 
Created
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Participant Profile  Overview
A. Personal Info
B. Assignment
C. Household
D. Forms
E. Documents
F. Flag and Archive

G. Goals
H. Navigation History

B

C

D

E

A F

H

G
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Personal Info

You can add the Participant’s 
information into this section. 

You can also add a follow up 
date here which is a filter 
used in the People I’m 
Helping dashboard .
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Assignment
You can also assign yourself to a Participant profile. This will give you an additional filter 
you can use in the People I’m Helping  dashboard.

This can also help your group see who on your team is working with a specific Participant.
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Households
You can add household details to help you when you are working with families and groups 
of Participants. This lets you add in relationships important to your Participant’s care.

This is visible to Resource Coordinators who have access to these profiles.
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Household Important Details

Household member names are not direct 
links to Participant profiles.

Adding a member to a household does 
not create a Participant profile for that 
member. 

Household members will not be matched 
to preexisting Participant profiles.
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How do I upload a document ? 

Select upload and then choose the 
document you wish to attach to the 
Participant profile.

Documents are viewable by any team 
member who is a part of your group 
when team collaboration is enabled.
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Flagging  a Participant Profile
Flagging a profile will prioritize it in the People I’m Helping dashboard. 
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Archiving  a Participant Profile
Archiving a profile will hide it in the People I’m Helping dashboard. While not deleting the 
record, it does remove it from being searchable in the dashboard unless you use the 
archived profile’s filter.
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Unarchiving  a Participant Profile
If you toggle the Archived Profiles  to show all, you can then select the archived 
Participant’s name and access their profile. Inside you will click on Unarchive to make the 
profile viewable again in the dashboard.
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Goals
In this section you can review goals you or your team have set with the seeker or start a 
new one. This is a great place to add notes and track milestones as you are working with 
the person you are helping.
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Adding a New Goal
In this section you can review goals you or your team have set with the seeker or start a 
new one. This is a great place to add notes and track milestones as you are working with 
the person you are helping. You can create a new goal by clicking 

”Add goal” and choosing the 
appropriate type from the dropdown 
menu. There's also an option to include 
a description for more context.
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Adding a Relevant Referral to a Goal
You can use add referrals to goals when you are helping a seeker. In this example, Pamela 
wants to get custody of her children. You can create that as a goal. 
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Find the Right Referral

Click the "Start a Referral" button to 
search for a relevant program for the 
seeker.

Once you find a program, click the 
Connect button to begin the referral. 
After it's sent, return to the seeker's 
profile to view the referral in their 
Navigation History.
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Adding that Referral to a Goal
You can then add that referral to that goal by clicking the ʻAdd/remove goals’ button and 
selecting the right goal. 
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The Referral is Now in the Goal 
Section

The referral will now be viewable from 
the goal you have created. You can 
update the status of both from here. 
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Navigation  History

All referrals made for an individual 
and their current status will 
automatically appear under 
Navigation History. 

Self referrals will not appear here.
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Updating Referral Statuses

In the Navigation History you can 
see the status of the referral and 
update the status yourself of any 
logged referrals  you have made.
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Referral Notes
You can add a note to a 
referral that can be shared 
with the community 
organization!

Click the checkbox next to 
the “Make the note 
visible”  option.

The note will be visible to 
staff and community 
organizations with access 
to the referral. 
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Team Collaboration

+
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Team Collaboration
Being added to a group with team collaboration turned on gives you a lot of ways to 
interact within your organization.

• You can share Notes added to program cards.
• You can collaborate in the People I’m Helping Dashboard.
• You can share Favorites Folders.

Talk to your designated Site Administrator if you want to collaborate with a certain group!
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Sharing Notes
Inside of the program card you can leave a note you can share with your team. This can 
be really helpful if you have a tip or note about a program that is often referred to by your 
organization.
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Sharing Favorites
You can share a favorite folder resources with your group. This puts the favorites folder 
created in their favorites!
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Navigation  History
You can do handoffs by accessing Participant profile records shared with your group and 
changing the assignment. This also gives you access to notes, goals, and referrals done by 
your team.
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People I’m Helping

You have access to People 
your group has also helped 
in the People I’m Helping 
dashboard.

This can support 
collaboration on the same 
member or help when you 
might need to take on a 
team member’s task.
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Closing the Referral Loop

+
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What is a Closed-Loop Referral ?

What is a
closed-loop

referral?

The referral is transmitted electronically
to a CBO that can provide help.

The CBO replies to the Resource 
Coordinator electronically to let them 
know they provided the assistance.

A Resource Coordinator  
makes a referral for service 
on behalf of someone who 

needs help.

A CBO provides the
assistance they need.
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Referral Statuses - Pending
Not Updated:  This is the default setting all referrals come in 
under.

Needs Client Action:  The Participant needs to do an action 
before services can be provided.

Pending:  This can be used by the program receiving the 
referral and means it is being processed.

Eligible:  The Participant is eligible for the service but has not 
received it yet.
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Referral Statuses - Closed
Referred elsewhere:  You have directed them to a different 
organization for help.
Got help:  You have helped them!
Couldn’t contact:  You were unable to contact the Participant.
Not eligible:  The Participant was ineligible for the program.
No capacity:  The program doesn’t have capacity to help the 
Participant.
Couldn’t get help:  The Participant was unable to get help for 
various reasons from the program.
No longer interested:  The Participant indicated they no 
longer need or have an interest in the program.
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Ways to Close the Loop
There are four ways that the referral loop can be closed.
● The Resource Coordinator
● A Group with Team Navigation turned on
● The Participant
● The Community Based Organization
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Closing the Loop  on Logged Referrals

When working with a 
logged referral, you own 
both sides of the 
communication pathway. 

Closing out the status can 
be done through the 
Participant’s profile.
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Participant Updating the Referral 
Status

The Participant can also 
close the referral loop by 
replying through their 
notification email.
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CBO Closed Loops

106



Suggesting Programs and 
Making Changes in Program 

Manager

+
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The Network

Program Edit 
Suggestions

Community members and 
service providers play an 
active role, keeping the 
platform up-to-date and 
ensuring Participants find 
accurate, relevant support 
faster.

Network Data
Curation Team 

The Findhelp Network 
Curation Team creates and 
reviews programs by 
contacting organizations to 
verify their information. 
They also review updates 
made through the Program 
Manager Tool.

New - Program Manager

The Program Manager tool 
allows organizations to actively 
manage and monitor network 
listings, ensuring that information 
is current, comprehensive, and 
aligns with their capacity and 
services.

CBO Claimers

Community-based 
organizations (CBOs) can 
claim and personalize 
their listings, giving them 
ownership over their 
profile. 
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Adding  or Suggesting  a New Program
You can add a new 
program using the Program 
Manager or suggest one 
through the "Suggest a 
Program" link.

Before submitting, check if 
the program already exists 
to avoid duplicates. Start 
by searching on the 
Suggest a Program  page.
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Checking for Duplicates
Enter in the following:
● Provider Name
● Program Name
● State the Program Serves

And either of the following:
● Phone Number
● Website

Then click Search Programs  to 
see if the program is already on 
our platform.
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Review  the Results

If you see the program in 
the results list, you can use 
Program Manager to 
make the edit.

Clicking on the program 
link will take you to that 
program’s card. 
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Adding a New Program
If you do not find the program, you can click on either the Suggest a Program  or Create 
a Program  button. You will only see the option to create if you are signed in.
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Using Program Manager
You can add select new 
programs or edit existing 
ones. You cannot add or 
edit:
● National programs
● Programs with 

confidential office 
locations

● Programs tagged as 
clinical abortion or 
pregnancy centers
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Editing an Existing Program
Search for the program 
you want to edit on your 
site and click on its name 
to open the detailed view.

If the program is editable, 
you will see an "Edit this 
Program"  option.

Clicking on that will open 
a new tab that takes you 
into the tool.
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Resources  Built into the Tool
Each section of the 
Program Manager tool 
includes helpful built-in 
videos to guide you 
through adding or 
updating programs.

Simply click on the video 
icon to watch and get 
step-by-step instructions!
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Suggesting  an Edit
You can suggest edits to 
any program card that 
isn't editable through the 
Program Manager tool by 
clicking the "Suggest"  
button on the program 
card.

Updates to your request 
can be viewed in the 
Support Portal.
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Program  Manager Training

You can sign up for a 
training course on how to 
utilize Program Manager. 
They are offered weekly 
on Wednesdays!
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The Support Portal
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Accessing the Support Page
Click on Support  in the upper corner of your site toolbar.
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Click on the Featured Portals
to learn more

120

For issues not addressed 
on the support page, use 
the CHAT FEATURE on 
the “People I’m Helping” 
page.



+

121


