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Who We Serve

Persons with multiple co-morbidities

• Chronic physical health conditions

• Heart disease, hypertension, 

diabetes, pain disorders

• Mental Health Challenges

• Substance Use Disorder

• Unhoused 

• Criminal Justice involved



Our Model

Intensive Field-Based Care 
Management

• Assist clients to identify and access 
needed care

• Coordinate care across systems

• Link clients to needed 
resources/services

• Assist client to self-manage

• Provide emotional and physical 
support

• Multi-disciplinary team including, 
care navigators, social work 
supervisors, Nurse Practitioner, RN, 
MD, and Manager 



Our Values

Person-Centered and Trauma Informed Care

• Everyone has a story

• Sympathy, Empathy and Compassion 

• Sameness versus otherness

• Developing trust 

• Offering hope



Hiring Our Care Navigators

• Recruited from regular HR 

process and Peer-Operated 

CBO’s

• Hired as County employees

• Utilized existing classification of 

Case Manager

• Higher pay than Peer Provider 

classification

• Experience with population 

required



Hiring Our Care Navigators- How we Hired 

for Lived Experience

Phased 
hiring

Word of mouth recruitment by first hired staff

First hired staff participate in hiring selection

Interview 
Questions

“Why do you want to work with this population”

Leadership 
values lived 
experience

Establishes a welcoming and inclusive environment



Survey on Client Experience

• Annual survey on client perception of 

service

• For 2019 researcher reached out to 

122 clients with 61 responding and 59 

included in survey results

• Quantitative and qualitative survey



What Clients Report About the Service

Question Agree

I am satisfied with the help I receive from my Care 

Navigator. 95%

My Care Navigator listens to what I have to say.

97%

My Care Navigator helped me get the information and 

services I needed. 90%

I am better connected to the care I need 93%

In a crisis, I have someone I know I can go to for help and 

support. 92%



What Clients Value in Their Care 

Navigator

“He’s a good person, I trust him, communication is 

magnificent. He is attentive when I call or if there is 
an emergency, He is very respectable and 

educated. I talk to him a lot about what I need.”

“I have trust issues and (my Care Navigator) is 

someone I trust, which says a lot”

Relatable

Professional

Good 

Communicator

Trustworthy

Honest



What Clients Value in Their Care Navigator

Non-judgmental

Able to manage 

complex life 

circumstance

“She's phenomenal, (I have) eight (8) specialists I deal 
with, (and I had) open heart surgery.” 

“He listens and comes up with solutions for the problems 

that seem impossible to solve.” 

“I am disabled in a wheel chair and was homeless. My 

future is brighter. Without my Care Navigator I don't 

know where I would be. I think I would be dead.”


