
The Fundamentals
Learn about the functions and features you can utilize 

with your site!
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PROPRIETARY 
Access limited to CSX 
Partner Sites use only
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Findhelp’s  Mission

To connect all people in 
need and the programs 
that serve them, with 
dignity and ease.

This software platform is powered by 
Findhelp



To uncomplicate  and humanize  social services for all.

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 Based Organization (CBO)
● 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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● Accessing the People I’m Helping Dashboard, pgs. 13 - 17
● Texting Participants, pgs. 18 - 37
● The Participant Profile, pgs. 38 - 57
● Searching for Programs, pgs. 58 - 66
● How Do I Narrow Programs to Meet Participant’s Needs, pgs. 67 - 72
● What’s In a Program Card, pgs. 73 - 76 and 81 - 91
● Claimed Programs, pgs. 77 - 80 
● Adding or Editing Programs, pgs. 92 - 97
● Sending Referrals, pgs. 98 - 111
● Referral Notifications, pgs. 112 - 115
● Closing the Referral Loop, pgs. 116 - 124
● The Support Portal, pg. 125 - 128

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

teams (if enabled)
● Facilitates data for reporting & 

analytics

Your Team Site
The CityServeX site has been custom branded.

Please bookmark it for easy access!
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Community Site: 
cityservex.findhelp.com  or 
cityservex.help
● Share this site with community
● Created for individuals to self-serve

Your Community Site
The CityServeX site has been custom branded.

Please bookmark it for easy access!
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The Home Page
You can translate the page into any language supported by Google.

10

Use the drop down on the 
bottom right of the Home 
Page.



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
Select the preferred one and then click on the arrow. The entire site will 
be translated in that language! To return to English, it remains at the 
top of the list.
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Search for  Programs
Enter a Zip Code, search phrase, or program name to start your search, 
and you’ll see suggestions as you go.

Search 
Terms Browse
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These  Suggestions 
Are:
● 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 “CLOSEST” button located next to 
the RELEVANCE button.

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

Using Filters
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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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Searching  Best Practices
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Tips 
1. If you change the zip 

code, click “More Info” on 
a program card to check 
its eligibility.

2. Featured programs 
appear higher in your 
search results.

3. Use the sort option to 
view programs closest to 
the zip code instead of by 
relevance.

➔ If you don’t find a resource you are looking for, 
try using a different search phrase.

➔ If you aren’t getting results, make sure you have 
cleared your filters!

➔ If you aren’t receiving relevant results, try using 
a filter or a subcategory.



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
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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 build a stronger community.

The community organization has taken ownership of their listing to actively maintain 
their program information, and ensure 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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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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Using the More Info Button 

Click MORE INFO to 
see details like 
eligibility, cost, 
languages supported, 
availability, hours, 
and locations. 

You can also print this 
information to share 
with the person 
you’re helping.
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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. If shared with your 
group it puts the favorites folder created in their favorites!
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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 add a personalized message, and 
you can also add a preferred language to 
have the email translated if helpful. 

Sharing a program is private. It doesn’t get 
saved to the Participant’s profile.

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
Click on the Selected  button. 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. Notes are private and not 
visible to the public or the program organization.
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Once added 
and saved, 
notes can 
NOT be 

edited or 
deleted at 
this time.



Suggesting an Edit  to Findhelp
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Click the “Suggest” button 
within the program card if 
you see incorrect 
information.



How the Platform  Stays up to Date
Any of the millions of users can submit updates in real-time; 
Findhelp receives hundreds of ideas each week, and their 
Network Curation team validates and publishes changes.
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Findhelp Network Curation team members use a 
combination of people and technology to validate program 
information.

Nonprofits control their presence, manage their 
program listings for free (no contract required) and 
connect to clients via our intake tools.

Findhelp Users

Findhelp Network 
Curation Team

Community Organizations 
& Customers



Adding or Editing Programs 

45

+



Using Program Manager - Suggesting 
and Adding New Programs
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You can suggest a new 
program or add one.

Enter the Program 
Manager Tool by clicking 
on Suggest Program from 
the Home Page.



Using Program Manager 
- Do a Search
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Search the 
platform to 
see if the 
program 
already exists.



Adding a New Program
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If it’s not in your results, 
click either Suggest or 
Create Program to go to 
the Program Manager 
tool.



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.

49



Program  Manager  Weekly Training

Findhelp has a training course 
that will walk you through the 
Program Manager tool!

You can sign up for it on 
company.findhelp.com by 
selecting Resources and then 
Customer Training.

50

http://company.findhelp.com


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 
Findhelp doesn’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 the platform to help Resource Coordinators 
and Participants see the outcome of those referrals.
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Referral Button Types  
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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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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What is a Logged Referral?
The Resource Coordinator logs a referral and provides next steps to the 
Participant. The referral is saved to the Participant’s profile, but is not 
sent to the provider. 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 the 
Participant’s Navigation 
History.
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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.
●  If the referral was sent by email Participants receive an email notification where

  they can update the status of their referral.
● No notification is sent via text message if the referral was sent by text.
● The status updates are on the Resource Coordinator to make.

Note: Logged referrals are important for long term trend analytics.
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What is a Live Referral?
A live referral is one that is sent to a CBO. The CBO reaches out to the 
Participant and provides the service or resource. The CBO then updates 
the status of the referral through the platform. The updated status can 
be seen in the Participant’s Navigation History.
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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 Live Referral Form  

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 
that WILL BE visible in the 
Participant’s notification, 
as well as to the CBO, 
and any RCs in your group. 

62



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.

Confirm Consent*
I have appropriate consent from the person or their guardian (if under 18) to:

● Send their contact info and additional info through this system 
to this agency, and

● Send them info about this program through the CityServeX 
platform (including any responses sent to them by the 
program).
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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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What Happens When 
You Submit a Live Referral?

● The Participant  will receive a notification about the program and next steps 
depending on their preferred contact method.

● The CBO will receive notification that a new referral has been made. They should 
contact the person you’re referring.

● You will see the referral (and all updates) on your “People I’m Helping” dashboard.
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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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CBO Referral 
Notification

68

Organizations that have claimed 
their program and enabled live 
referrals will receive a notification 
when a new referral is made. 



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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Ways to Close the Loop
There are four ways that the referral loop can be closed.

● The Resource Coordinator
● The Participant
● The Community Based Organization
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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!
Eligible: The Participant was eligible for the program.

Couldn’t get help:  The Participant was unable to get help for 
various reasons from the program.

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.

No longer interested:  The Participant is no longer interested.
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Closing the Loop  Yourself

Navigation History shows 
all referrals made for the 
Participant. Logged 
referrals appear at the top, 
and you can update their 
status using the drop-down 
menu. 

Choose the correct closed 
status to close the loop!
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Inform the Participant 
about Closing Their Own 
Loop

A logged referral can also be 
closed through the referral 
notification sent to the 
Participant if they chose text or 
email as their preferred contact. 

In that message, they can 
indicate that the organization has 
already contacted them. If they 
respond, the referral status will 
automatically update in the 
system.
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How a Live 
Referral  is Closed
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Live referral loops are closed by 
the community-based 
organization providing the 
resource or service. To do this, the 
organization must first claim their 
program and enable live referrals 
as a contact method. 

Once a referral is made, they 
receive an electronic notification 
and can update the referral status 
directly from that message.
 



CBO Inbound  Referral Dashboards
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By claiming 
their program, 
CBOs also get 
access to an 
Inbound 
Referral 
dashboard 
which is 
another tool to 
help them 
close the live 
referral loop. 



The Support Portal
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Accessing the Support Page
The Support  button is located in the dropdown under your name in the 
toolbar.
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Click on the Featured  Portals
to Learn More
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You can access any of the 
featured portals to look at 
articles specific to that topic. 

You can also use the keyword 
search bar to bring up a specific 
article.



Findhelp Support Chat
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For issues not addressed on the 
support page, use the CHAT 
FEATURE on the “People I’m 
Helping” page. It is located at 
the bottom right of the page.

Chat is a feature that allows Resource Coordinators who 
are signed in to chat directly with someone on Findhelp's 
Frontline Support team, Monday-Friday between 
8am-6pm Central time. 

They support: 

Questions about specific platform features
● Updating general program information
● Claiming your program
● Technical issues with your site
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