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Welcome to Partnership with CityServeX 
 

We are excited that you have chosen to bring Resource Coordination to your community with us. 
Resource Coordination is a pivotal point of connecting someone in need to the assets that exist 
around them. This is done through the role of a Resource Coordinator. CityServeX has created a 
“box” with multiple elements to facilitate bringing the service of Resource Coordination to your 
area. The instructions for the “Box” are simply referred to as the manual. 
 
This manual is intended to provide the elements 
a variety of organizations may need understanding 
that Resource Coordination will look different  
for different organizations. The graphic to the  
right shows the various sections available, but 
not everyone will need everything. 
 
Certain sections have been chosen to be  
provided out of order, but in the proper  
order for your organization. 
 
Terms and Definitions and the CityServeX  
Story follows next. While not all may seem  
relevant it is recommended that the information  
be read to have a complete frame of reference  
as your work of Resource Coordination,  
in partnership with CityServeX, advances. 
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Terms and Definitions 
 

1.​ 4 Lanes Model:  integrates business, faith communities, government, and non-profits into 
a unified approach for addressing social challenges. Each sector contributes its unique 
resources, expertise, and networks while collaborating across traditional boundaries. This 
integration creates a holistic ecosystem where public policy, market solutions, community 
services, and values-based outreach work together to maximize impact and create 
sustainable solutions. 

 
2.​ 360 Neighborhood Assessment:  is a comprehensive evaluation tool used to identify 

community findings, recognize local heroes, understand collective dreams, and catalog 
valuable assets within a defined geographical area.  

 
3.​ Care Champion (CC):  is a dedicated leader who provides guidance and support to 

advance the mission, methods, and goals of their Site. They exemplify the core values 
essential for cultivating a healthy organizational culture that enables effective care 
delivery, meaningful relationship building, and measurable outcomes. Through their 
leadership, Care Champions create an environment where services can be delivered with 
excellence, authentic connections can flourish, and impact can be both achieved and 
documented. 

 
4.​ CityServeX Sites:  is an independent non-profit organization that has been granted 

permission to operate under the CityServeX name by adhering to the established 
protocols outlined in the Box. These Sites maintain their own organizational structure 
while benefiting from the CityServeX brand recognition, but must consistently comply 
with all standards and guidelines to preserve their affiliation status. Though often 
structured as separate non-profit entities, CityServeX Sites are united through their 
commitment to upholding the core values, operational frameworks, and quality standards 
that define the broader CityServeX mission. 

 
5.​ CityServeX “Box”:  is a comprehensive resource package that equips national Sites with 

the essential components needed to effectively establish and operate urban service 
centers.  
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6.​ Client Management System with findhelp Integration:  is a municipal client 

management system that integrates with findhelp's resource directory to streamline case 
management and service referrals for community organizations. 

 
7.​ CityServeX Liaison:  is the dedicated representative at CityServeX National 

Headquarters who serves as the primary point of contact for Care Champions (CC)  
across the network. This individual is responsible for training Care Champions, providing 
essential resources, and offering ongoing support to help local Sites successfully 
implement the CityServeX model in their communities. The Liaison is the direct 
connection to headquarters, ensuring consistent communication and alignment with the 
organization's mission and standards. 

 
8.​ CityServeX Resource Coordination Database (CSX RCD):  is a custom adaptation of 

Findhelp's list of free and discounted resources, tailored specifically to particular zip codes 
or regions.  

 
9.​ Coalitions:  are alliances between multiple groups, individuals, or organizations who unite 

around shared objectives despite potentially having different individual interests.  
 
10.​ Community Advocate:  is a dedicated individual who identifies and connects local heroes 

working across four distinct community sectors, facilitating their collaboration through 
monthly convenings focused on pressing social issues. This advocate serves as both a 
discoverer of hidden community talent and a convener who creates spaces for 
meaningful dialogue and collective problem-solving. Through their ability to recognize 
potential, build relationships, and foster creative approaches to community challenges, 
the Community Advocate catalyzes sustainable solutions that might otherwise remain 
undiscovered. 

 
11.​ Community Assets:  are resources—financial support, services, commodities—specifically 

identified to address a Participant's needs.  
 
12.​ Inform USA:  CityServeX has recently partnered with Inform USA to align our resource 

coordination practices with industry-leading standards. This strategic collaboration 
ensures that CityServeX's service delivery methods meet the rigorous benchmarks 
established by Inform USA's proven frameworks. Through this partnership, CityServeX 
aims to enhance operational efficiency while providing communities with more reliable 
and effective resource distribution systems. 
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13. ​ Neutral Convener:  is a person who has no bias or stake in a particular outcome.  Their 

role is to guide, motivate, build a bridge, bring peace, listen, elicit information, and lead 
discussion to a desired outcome. 

 

14.​ Participant:  an individual who is actively engaged in their journey toward self-sufficiency, 
equipped with personalized guidance and resources to navigate the often complex social 
service landscape.  

 
15.​ Resource Coordinator (RC):  is a compassionate individual who listens to a Participant's 

story and empathizes with their situation, creating a foundation of trust and 
understanding before exploring solutions together.  

 
16.​ Service Area:  is a strategically selected geographic boundary.  
 
17.​ Stakeholder:  a member of a Coalition that represents one of the 4 Lanes.  These 

individuals are seen as having an interest in its success. 
 
18. ​ Regional Assessment:  is a comprehensive assessment component created by Within 

Research that gathers, analyzes, and visualizes key data points across multiple sectors to 
create a holistic understanding of a community's current conditions.  

 
19.​ Volunteer Management System (VMS):  is a comprehensive digital platform that 

streamlines the recruitment, scheduling, and coordination of volunteers for community 
service initiatives throughout the city.  

 
20.​ Welcome Agent (WA):  is a frontline staff member who warmly greets all guests upon 

arrival and answers incoming phone calls, serving as the first point of contact for the 
organization. They handle a variety of administrative tasks, including scheduling 
appointments, providing directions, and managing visitor registration, while setting a 
professional and welcoming tone that represents the organization's values. The Welcome 
Agent also offers suggestions regarding available services, nearby amenities, and optimal 
times to return if needed, ensuring visitors have all the necessary information for a 
positive experience. 
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The CityServeX Box: 
Introduction 
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Introduction 
Now that you have some context through Terms & Definitions, it’s important to know the 

genesis of CityServeX to understand where it started, which has led us to where we are today. 
 

The CityServeX Story 

 
Roger Valci, President of CityServeX, saw people in need in the San Francisco Bay area of 

California some 20 years ago being served by non-profit organizations, government agencies, 

churches, and even businesses at times. Most often, they did not  work together easily, and this 

generated its own set of problems, but it also made it less efficient for people in need. In addition, 

there remained gaps for individual needs to be met because an entity did not exist to meet the 

need, yet Roger knew that an array of resources existed in the residents of any given community.  

So as a pastor with relationships across multiple sectors, he created networks and groups to 

facilitate sectors working together while mobilizing volunteers to come together for the good of 

those residing in their communities.  

 

This eventually became a formalized effort and birthed CityServe of the Tri-Valley in 2012 for the 

purpose of serving the Dublin, Pleasanton, and Livermore communities of California.  
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The concept became so effective that by 2024, they had grown to assist more than 6,000 

individuals annually through direct aid, housing 

assistance, and crisis intervention programs, and 

received over 63,000 calls on its 222-CARE hotline. 

CityServe of the Tri-Valley started with an annual 

budget of $180,000, but as of 2024, it is now 

managing over $3.2 million in resources.   

 

This is a story of such promise that when Roger 

Valci moved to Central Florida in 2023, he brought 

more than a vision — he brought a proven model. 

With the full blessing and support of CityServe of 

the Tri-Valley, the organization he had built from 

the ground up in the San Francisco Bay Area, 

Roger set out to replicate what he had seen work, 

not just in Florida, but across the country. 

 

Building upon the successful framework of its first 

operational hub, CityServe of the Tri-Valley, which had already exemplified how communities 

could unite to create lasting social impact, Roger remained committed to the same conviction 

that had driven him from the beginning: bringing the sectors together for the sake of others.  He 

understood that the power of this model lay not in any single organization, but in what happens 

when the right sectors stop working in isolation and start sharing the road. Businesses, faith 

communities, government agencies, and nonprofit organizations each occupy their own lane — 

and each lane matters. But Roger had seen what becomes possible when those four lanes run 

alongside one another, coordinated and moving in the same direction. He wanted a symbol that 

embodied that ideal, something that could hold the vision together as it grew. Thus, CityServeX 

was born, and with it a tagline that captures its core conviction: Everyday, All Lanes. 
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The model of coordinated care and community partnership that had proven itself so effectively 

in the Tri-Valley became the blueprint for everything CityServeX would become. It is a model 

built not around a single service or a single sector, but around the practice of Resource 

Coordination — and it is this approach that CityServeX now aims to replicate in a hundred cities 

across the United States. 

Resource Coordination, when delivered through a framework that genuinely unifies businesses, 

faith communities, government agencies, and nonprofit organizations, dramatically increases 

both the effectiveness of service delivery and the overall number of resources available to those 

in crisis. Rather than leaving individuals to navigate a fragmented system on their own — 

bouncing from one agency to the next, falling through gaps that no single organization was 

designed to fill — this comprehensive approach ensures that people in crisis receive immediate 

support while also gaining access to a broad spectrum of services across multiple sectors. The 

result is not just better care in the moment, but a stronger, more connected community over 

time. 

With this as our beginning, here is our Mission, our Purpose and our Vision.  Read each one 
carefully to capture WHY CityServeX exists, HOW we provide a solution and our IDEAL of a better 
world.
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CityServeX Values 
 

To fulfill our mission and chase our vision, our work is anchored in four fundamental values that 
guide every aspect of our operations:   
 
STORIES: People Over Process -  We recognize that behind every intake number and application 
form is a human story. By prioritizing people over bureaucratic processes, we ensure that systems 
serve individuals rather than the other way around. 

EMPATHY: Emotional Connection -  We believe that genuine understanding comes from 
emotional connection. By fostering empathy among all stakeholders, we create services that 
truly respond to human needs and experiences. 

CREATIVITY: Connecting the Dots -  Innovation often comes from seeing new connections 
between existing resources and ideas. We actively seek creative solutions by bringing together 
diverse perspectives and approaches. 

EMPOWERMENT: Respecting People's Right to 
Lead Themselves -  We firmly believe that 
individuals and communities know best what they 
need. Our role is to support and enable their vision 
for their success, not to impose solutions from 
above. 
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CityServeX Belief in the 4 Lanes 
 

As told as part of the CityServeX story, we believe that effective change in social services best 
happens when multiple stakeholders work together. We see the essential stakeholders as the four 
lanes of Business, Faith, Government, and Non-Profit. 

Some of the ways these stakeholders may contribute to the area of social services are as 
follows:  

●​ Businesses contribute to efficiency and technological innovation 
●​ Faith communities offer trusted community connections and moral guidance 
●​ Government agencies provide the 

framework and resources for systemic 
change 

●​ Nonprofits deliver specialized expertise 
and direct service excellence 

The results can be a comprehensive approach that: 

●​ Maximizes available resources and 
eliminates duplication 

●​ Creates more efficient and accessible 
service delivery 

●​ Builds trust across different community segments 
●​ Ensures long-term sustainability through diverse support 
●​ Promotes innovative solutions through cross-sector learning 
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The CityServeX “Box” 
 

The CityServeX “Box” provides a comprehensive suite of resources, tools, and training materials 
designed specifically for organizations launching CityServeX Sites in communities throughout the 
nation. This turnkey solution includes everything from community assessments and digital 
platforms to operational frameworks, a national phone number, and a continuous feedback loop. 
This level of support enables Sites to quickly establish effective local service networks.  
 
Each “Box” is backed by  
ongoing training and support from the national  
CityServeX team, ensuring Sites  
can navigate challenges while  
implementing proven models  
for community transformation.  
 
By equipping local leaders with  
this standardized yet  
customizable  
resource, the CityServeX “Box”  
empowers communities of any  
size to efficiently mobilize  
resources and address critical  
needs through coordinated,  
compassionate action. 
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Resource Coordination  - Overview 
 

Many wonderful agencies exist in all spheres of society. Businesses, Faith communities, 
Government agencies, and Non-Profit organizations all possess many resources. Some are 
harnessed to help people, and others lie dormant, never discovered or organized to help the 
community around them. Resource Coordination is the process of discovering, coordinating, and 
utilizing those various resources for the benefit of those in crisis.  
 
This is not a new concept. Resource Coordination often happens organically within institutions or 
individual lives when trying to help someone. It can even be a purposefully designed role, most 
often seen in a non-profit organization. It may go by another name, such as Navigator and 
sometimes Care Manager, or even Assistant.  
 

What is not common practice is the accessibility of a 
Resource Coordinator outside of a Non-Profit that is 
delivering its own services. It is also not common practice 
that a Resource Coordinator role functions within another 
entity, such as a church, for example. And lastly, Resource 
Coordination can sometimes be seen in      
       a role where someone provides information, either  
      over the phone or in person, but the recipient is often 
left to find their way to each resource provided.  

 
Resource Coordination, as it is so often done (if at all), is many times impersonal and quick. 
CityServeX has seen and is convinced that Resource Coordination, as a purposeful, dedicated, 
relational effort, is an essential part of any community helping their residents in need. It enables 
them to efficiently find not only the resources that exist, but also find resources that are unknown 
but live within a community’s boundaries,  in particular, businesses and churches. 
 
The goal of Resource Coordination is to maximize the efficiency of the search for assistance 
(resources) for the person in need of them, but to do so in a way that is relational and 
impactful, while helpful. 
 
Without Resource Coordination, a community’s landscape can often look like the picture below 
(on the left) when it comes to navigating it to find resources and solutions. 
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We believe Resource Coordination can change the way a person navigates the community’s 
landscape to look like the picture below (on the right).  
 

 
 
Important Note -  
Resource Coordination is not Case Management in the clinical sense, nor does it deliver any 
service directly beyond Resource Coordination in and of itself. Resource Coordination is the 
intentional effort of guiding people in crisis through a maze to show them the straight paths 
available.  
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The CityServeX WEBSITE for  

Resource Coordinators:  
cityservexteam.findhelp.com 

(do not put www.) 

 
The CityServeX WEBSITE for the Community: 

Cityservex.help 
(do not put www.) 
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What is Resource Coordination? 
 
Resource Coordination is the process of discovering, coordinating, and using resources across 
the community to benefit those in crisis. 
 
Many wonderful agencies exist in all spheres of society. Businesses, faith communities, 
government agencies, and non-profit organizations all possess resources - some actively helping 
people, others lying dormant, never discovered or organized. 
 
Resource Coordination connects people in crisis with the resources they need through intentional, 
relational guidance. 
 
Not a New Concept 
Resource Coordination often happens organically within institutions or individual lives when trying 
to help someone. 

 
Various Titles 
It may be a purposefully designed role, most often seen in non-profit organizations, sometimes 
called Navigator, Care Manager, or Assistant. 

 
Limited Accessibility 
What is uncommon is having a Resource Coordinator outside a non-profit that delivers its own 
services. 
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Limitations of Current Approaches 
 
Impersonal and Quick 
Resource Coordination, as it is so often done (if at all), is many times impersonal and quick. 
 
Information Without Support 
This is sometimes seen in roles where someone provides information, either over the phone or in 
person, but the recipient is often left to find their way to each resource provided. 
 
Limited Scope 
It is not common practice for a Resource Coordinator role to function within other entities, such as 
churches. 
 
Untapped Resources 
Many resources remain unknown but live within a community's boundaries, particularly in 
businesses and churches. 
 
 

Resource Coordination is… 

 
Purposeful 
Intentional effort dedicated to connecting people with resources 
 
Relational 
Building connections that go beyond simple referrals 
 
Efficient 
Maximizing the effectiveness of resource searches 
 
Impactful 
Creating meaningful change in people's lives 
 
CityServeX has seen and is convinced that Resource Coordination, as a purposeful, dedicated, 
relational effort, is an essential part of any community helping its residents in need. 
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Resource Coordination  
Transforms the Navigation Experience 

 
Before Resource Coordination   
Without Resource Coordination, a community's landscape can often look like a confusing maze 
when it comes to navigating it to find resources and solutions. 
 
After Resource Coordination 
Resource Coordination can change the way a person navigates the community's landscape to a 
clear, direct path to needed services. 
 
Resource Coordination provides a streamlined and guided experience, turning a complex, often 
frustrating search for help into an accessible and efficient journey. This coordination empowers 
individuals to go from a state of crisis to stability, despair to hope, desperate to satisfied, 
confused to informed.  
 
 

What Resource Coordination Is Not 
 

Important Note: Resource Coordination is not Case Management in the clinical sense, nor 
does it deliver any service directly beyond Resource Coordination itself. 

 
Resource Coordination IS NOT: A replacement for existing social services 
 
Resource Coordination IS NOT: Case management that holds people accountable 
 
Resource Coordination IS NOT: A promise that every need can be met 
 
Resource Coordination IS NOT: Financial assistance or direct service provision 
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The Path Forward - How to Help Someone… 
 
Listen 
Understand the individual's unique story, needs, and situation before initiating any resource 
coordination efforts. 
 
Search 
Look on the CityServeX platform for available resources. 
 
Discover 
Identify both active and dormant resources within businesses, faith communities, government 
agencies, and non-profits 
 
Coordinate 
Create systems that connect people in need with the right resources at the right time. Make an 
action plan. 
 
Encourage 
Make clear what you will do and what needs to be done. Speak of a partnership effort, and 
follow up for results, more assistance, or further encouragement. 
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RESOURCE COORDINATOR  
Job Description 

 

Reports To:​ ​ ​ Care Champion (CC) 

Position Classification:​ Volunteer, Part-Time (min. 2 hours per week)  

Principal Function:  As a Resource Coordinator, you walk alongside individuals navigating difficult 
seasons of life — listening to their stories, helping them identify their needs, and connecting them 
with the community resources and support services that can make a real difference. You will 
meet with Participants in person or virtually, develop personalized action plans with them, and 
serve as an encouraging presence throughout their journey. 

Key Responsibilities: 

●​ Listen with empathy — Create space for Participants to share their stories fully, without 
judgment, and with your complete attention. 

●​ Assess needs thoughtfully — Through conversation and a structured intake process, 
identify what each Participant needs most and what resources may be available to them. 

●​ Develop personalized Action Plans — Collaborate with Participants to build clear, 
achievable plans that reflect their goals and circumstances. 

●​ Research and problem-solve — When known resources don't cover a need, dig deeper. 
Explore creative solutions and identify new possibilities for the people you serve. 

●​ Connect people to resources — Use designated digital platforms and other partner 
networks to make meaningful referrals and connections. 

●​ Communicate with care — Follow up with Participants through calls and emails, offering 
encouragement and keeping them informed of progress. 

●​ Conduct follow-up meetings — Continue working with Participants as needed — in 
person, virtually, or by phone — until their needs are met or the next step is clear. 

●​ Maintain accurate records — Document all meetings, action plans, referrals, and 
research in the designated digital platforms in a timely and thorough manner. 

●​ Invest in your own growth — Participate in trainings, team meetings, and learning 
opportunities to continuously improve your ability to serve well. 
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Qualifications to Serve Well:​  
 

You don’t need a professional background in social services to thrive in this role. What matters 
most is who you are:  
 

- Genuinely enjoys people and wants to help ​​ - Warm, approachable interpersonal style 

- A good listener who gives full attention​ ​ - A clear and encouraging communicator 

- A creative thinker who sees possibilities​ ​ - Analytical  

- Comfortable using technology​ ​ ​ - Eager to learn new skills and tools 

- Organized and detail-oriented​ ​ ​ - Dependable, trustworthy, and consistent 

- Handles sensitive information with discretion​ - Role models company values 

 

Why this Role Matters:​  

Resource Coordinators are the heart of compassion work. They are often the first person to truly 
listen and be the bridge between someone's greatest need and the help that exists to meet it. 
This is not just coordination. It is care in action. 
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Role Comparison:  
Resource Coordinators vs Care Coordinators vs Case Managers 

Comprehensive analysis of key characteristics and requirements across coordination roles  
 

Legend 

 Yes - Standard requirement/characteristic  Partial - Sometimes/Limited scope 

 No - Not typical/required  Variable - Depends on organization/setting 

 

CATEGORY: EMPLOYMENT & COMPENSATION 

 Resource 
Coordinators 

Care 
Coordinators Case Managers 

Paid Position Volunteer usually Yes Yes 

Part-time or Full-time Role Often Part-time Either FT usually 

Benefits Package Only if paid Likely Likely 

 

CATEGORY: EDUCATION & CREDENTIALS 

 Resource 
Coordinators 

Care 
Coordinators Case Managers 

Degree Required No Often Preferred Yes (Bachelor's+) 

Formal Training Basic Training Yes Extensive 

Certification Required No Some States Yes (CCM, etc.) 

Continuing Education Recommended Required Required 
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CATEGORY: SERVICE DELIVERY 

 Resource 
Coordinators 

Care 
Coordinators Case Managers 

1-on-1 Client Care Yes Yes Yes 

Creative Solutions High Focus Moderate Limited 

Resource Navigation Primary Role Key Component Secondary 

Crisis Intervention Basic Advanced Advanced 

 

CATEGORY: SCOPE & AUTHORITY 

 Resource 
Coordinators 

Care 
Coordinators Case Managers 

Caseload Size Flexible Moderate  High  

Documentation Requirements Moderate Extensive Extensive 

Regulatory Oversight Minimal Moderate High 

Decision-making Authority Limited Moderate High 
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CATEGORY: COLLABORATION & INNOVATION 

 Resource 
Coordinators 

Care 
Coordinators Case Managers 

Cross-Sector Partnerships Core Function Some Limited 

Community Asset Building Primary Focus Secondary Minimal 

Systems Navigation Expert Level Advanced Advanced 

Gap Identification High Priority Moderate Limited 

 

CATEGORY: WORK ENVIRONMENT 

 Resource 
Coordinators 

Care 
Coordinators Case Managers 

Office-Based Flexible Primarily Primarily 

Field Work Frequent Some Some 

Team-Based High Moderate Moderate 

Independent Work Moderate High High 
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Key Distinctions 

●​ Resource Coordinators focus on creative problem-solving and cross-sector collaboration 
to find resources outside traditional systems 

●​ Care Coordinators manage comprehensive care plans within healthcare systems, often 
with medical oversight 

●​ Case Managers provide structured service coordination for the overall care of a person’s 
needs, with high documentation requirements and regulatory compliance 

●​ Resource Coordinators often work with volunteer networks and community partnerships 
more extensively than other roles 

●​ All three roles involve 1-on-1 client care, but with different levels of authority and scope 
●​ Training and certification requirements increase from Resource Coordinators to Case 

Managers 
●​ Creative solutions and innovation are the highest priority for Resource Coordinators, 

moderate for others 
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Practices of an Excellent Resource Coordinator 

This guide is designed to accompany your job description as a Resource Coordinator. It outlines 
what the full practices of an excellent Resource Coordinator look like over time. Your Care 
Champion will walk through it with you as you grow in the role.  

Remember, becoming an excellent Resource Coordinator is a journey, not a checklist. The 
practices below reflect the full picture of what outstanding RC work looks like at CityServeX — 
but you won't be expected to master everything at once. Your Care Champion, your team, and 
your training are all here to support you as you grow into this role. Start with the Core 
Expectations, build your confidence, and trust that the rest will follow. 

Thank you for serving your community with care! 

 
 

CORE EXPECTATIONS 

What Every RC Does from Day One 

These are the foundations of the role. From your very first interaction, every RC is expected to 
demonstrate these qualities and practices. 

 
First Impressions & Participant Interactions 

●​ Present a professional appearance and demeanor in all settings 
●​ Greet every Participant warmly — a genuine smile and welcoming presence go a long 

way 
●​ Clearly explain the role of a Resource Coordinator and what the Participant can expect 
●​ Give full attention to every Participant — listen with your eyes, your body, and your heart 
●​ Treat every Participant with dignity, respect, and compassion, regardless of their 

circumstances 
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Participant Engagement & Assessment 

●​ Conduct intake assessments using the CityServeX Intake Form and Care Wheel 
●​ Listen actively and show genuine interest in each person's story 
●​ Identify each Participant's most pressing needs and prioritize them together 
●​ Position yourself as a partner in their journey — not a problem-solver, but a fellow traveler 
●​ Communicate hope — every Participant should leave feeling less alone than when they 

arrived 
●​ Provide at least one helpful, relevant resource before concluding any meeting 
●​ Establish a clear follow-up schedule with every Participant before the interaction ends 

 
Follow-Up & Support 

●​ Follow up with 100% of Participants within 6–10 days of the initial resource connection 
●​ Keep all scheduled follow-up meetings — in person, virtually, or by phone 
●​ Maintain an encouraging tone in all follow-up communications 

 
Security & Confidentiality 

●​ Maintain strict confidentiality of all Participant information and organizational activities 
●​ Never meet with a Participant alone in a non-public setting 
●​ Alert appropriate personnel immediately of any safety or security concerns 
●​ Follow all CityServeX security protocols — refer to the Safety Policy for full guidelines 

 
Core Values in Action 

●​ Handle sensitive information with absolute trustworthiness and discretion 
●​ Show up dependably — punctuality and reliability matter to the people counting on you 
●​ Demonstrate patience and grace in every Participant interaction 
●​ Reflect the mission, values, and culture of CityServeX in all that you do 
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GROWING EXPECTATIONS 

What Develops Over Time with Experience and Training 

These practices build naturally as you gain confidence, receive feedback, and grow in the role. 
Your Care Champion will walk alongside you in developing these areas — you are not on your 
own. 

 
Participant Services & Case Management 

●​ Record all Participant meetings, action plans, and notes in the designated system within 
24 hours of each interaction 

●​ Accurately utilize required software tools, including the CSX/Findhelp Team Site and 
Participant Database 

●​ Maintain accurate, up-to-date Participant records at all times 

 
Developing an Action Plan 

●​ Collaborate with Participants to build personalized, achievable action plans 
●​ Connect Participants to appropriate resources using the online tools provided 
●​ Partner with your Care Champion and peers to identify additional resources within 3 

business days 
●​ Communicate the status of acquired resources or information to the Participant within 5 

business days 
●​ Document the action plan and provide a copy to the Participant in their preferred format 

— hard copy, email, or text 

 
Administrative Performance 

●​ Submit all required reports accurately and by established deadlines 
●​ Demonstrate growing proficiency with required technology systems and software 
●​ Organize your work effectively to manage multiple Participants and priorities without 

compromising quality 
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Development & Team Contribution 

●​ Actively participate in all required training sessions and team meetings 
●​ Bring resource ideas, process improvement suggestions, and observations to the team 
●​ Seek feedback regularly and apply it constructively 
●​ Support fellow RCs with a collaborative, team-first attitude 

 

Practices are reviewed regularly in partnership with your Care Champion. Think of this document 
not as a bar to clear, but as a picture of who you are growing into with the support of your Care 
Champion and CityServeX. 
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Safety First: 
Our Commitment to Protection at CityServeX 

 
At CityServeX nothing is more important than ensuring the safety and well-being of everyone 
involved in our mission. This guide outlines our comprehensive approach to maintaining a secure 
environment for all staff, volunteers, and participants while we serve the community. 
 
 

Meeting Safety Standards 
 
Preferred Settings 
All meetings should be conducted in open, visible spaces whenever possible. Privacy can still be 
maintained with lowered voices while remaining in public settings. 
 
Behind Closed Doors 
If a closed-door meeting is necessary, the room must have a glass pane in the door, a window 
for visibility, or include a third-party present throughout the entire meeting. 
 
Last Resort Options 
Meetings that cannot meet the above criteria must be recorded. A simple cell phone recording 
will suffice to maintain transparency and accountability. 
 
These standards apply to all CityServeX interactions between staff or volunteers, and 
participants.  
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Virtual Meeting Protocols 
 
Online Meetings 
All Zoom meetings conducted for CityServeX business must be recorded from start to finish. This 
ensures transparency and provides documentation of all interactions. 
The recording feature should be activated at the beginning of each meeting and participants 
should be informed that the session is being recorded.  
 
Phone Communications 
Phone meetings are not preferred or encouraged after the initial introductory call, but we 
recognize that they can be necessary, and convenient. It is not expected that calls be recorded. 
Whenever possible, switch phone conversations to video calls that can be properly recorded, or 
schedule an in-person meeting that adheres to our visibility guidelines. 
 
These protocols help ensure that all communications maintain the same level of transparency 
whether they occur in person or virtually. They protect both our team members  
and those we serve. 
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Emotional Safety and De-escalation 
 
Respect Emotions 
We acknowledge that everyone has the right to express their feelings, including frustration, hurt, 
and anger. These emotions are valid and should be respected. 
 
Stay Calm 
When facing emotional situations, we commit to remaining calm, practicing empathy, and 
actively working to de-escalate tensions rather than amplifying them. 
 
Zero Tolerance 
Violence of any kind from anyone for any reason will not be tolerated within our organization or 
during any of our activities or interactions. 
 
At CityServeX we understand that community service often involves navigating challenging 
situations and emotional conversations. Our approach emphasizes creating psychologically safe 
spaces where emotions can be expressed appropriately while maintaining physical safety for 
everyone involved. 
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Conflict Resolution Principles 
 
Grace-Centered Approach 
We are committed to extending grace to one another and being quick to apologize when we 
offend someone, intentionally or unintentionally. This culture of grace allows us to move forward 
constructively after conflicts arise. 
 
No Retaliation 
We firmly prohibit belittling others, seeking retribution, or retaliating against anyone for any 
reason. These behaviors undermine trust and have no place in our organization's culture. 
 
Restorative Practices 
Rather than punitive measures, we emphasize healing relationships and restoring community 
when conflicts occur. This includes facilitated conversations and mediation when appropriate. 
 
These principles guide how we handle disagreements and interpersonal challenges within 
CityServeX. By adhering to these standards, we maintain a healthy organizational culture while 
effectively serving the community. 
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Emergency Response Protocol 
 
Care Champion Support 
Your Care Champion should be made aware of any safety concerns you have, particularly if you 
ever feel threatened or unsafe, immediately speak with your Care Champion. 
 
Emergency Situations 
In case of any emergency or potential emergency, call 911 immediately. Do not hesitate or 
attempt to handle dangerous situations on your own. 
 
After contacting emergency services, notify your Care Champion as soon as it's safe to do so. 
Document the incident in writing as soon as possible while details are fresh in your memory and 
submit your report to your Care Champion. 
 
All staff and volunteers should have emergency contacts programmed into their phones and be 
familiar with the locations of emergency exits when conducting in person meetings. 
 
 

Boundaries with Participants 
 

1️⃣ No Personal Transportation 

Staff and volunteers must not provide personal transportation to Participants under any 
circumstances. This policy protects both parties from liability and potential safety issues. If 
transportation assistance is needed, connect Participants with approved transportation services 
or public transit options through official channels. 
 

2️⃣ No Home Visits 

Visiting a Participant's home is strictly prohibited, regardless of the circumstances or intentions. All 
meetings must take place at approved locations that meet our safety standards. If home-based 
services are needed, refer Participants to partner organizations specifically authorized and 
equipped to provide in-home support. 
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3️⃣ No Social Relationships 

Staff and volunteers must not socialize with Participants outside of official CityServeX programs 
and events. This includes both in-person and online social interactions. Maintaining professional 
boundaries ensures we can serve all Participants equitably and prevents conflicts of interest or 
perceived favoritism. 
 
These boundaries are not meant to create barriers between our team and those we serve, but 
rather to ensure that all relationships remain professional, appropriate, and focused on fulfilling 
our mission effectively and safely. 
 
 

Understanding the Why Behind Our Policies 
 

+ Protection for All Parties 

Our safety policies protect everyone involved: CityServeX as an organization, our Partner Sites, 
volunteers, and the Participants served. Clear boundaries prevent misunderstandings and 
establish expectations for all interactions. 
 

+ Preventing Power Imbalances 

When providing services to vulnerable populations, inherent power imbalances can exist. Our 
policies help prevent situations where these imbalances might lead to exploitation, dependency, 
or inappropriate relationships that compromise our mission. 
 

+ Legal and Ethical Responsibility 

As a community service organization, we have both legal and ethical obligations to maintain 
appropriate professional boundaries. These policies reflect industry best practices for nonprofit 
organizations and social service agencies. 
 
When we understand the reasoning behind our safety guidelines, we're more likely to follow them 
consistently and explain them clearly to Participants who may question certain limitations on our 
interactions. 
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