
STRENGTHENING
CLIENT SUPPORT

THROUGH
INNOVATIVE

SERVICE DELIVERY 



LIVE POLLLIVE POLL

Show of hands - Does
your organization have a
single source of truth?
Poll

When you think of a
single source of
truth, what elements
should it include and
what are the
benefits?

JOIN THE POLL!JOIN THE POLL!‌‌



TODAY’S DISCUSSIONTODAY’S DISCUSSION
Overview

OVERVIEWOVERVIEW BENEFITSBENEFITS CREATECREATETRY ITTRY IT



INTRODUCTIONINTRODUCTION
What is a Resource Guide?

A comprehensive,
constantly evolving
directory designed to help
frontline staff quickly
identify, access, and refer
clients to relevant
community resources.



RESOURCE GUIDERESOURCE GUIDE
What is a Resource Guide?

The Wayne Metro Resource
Guide is a comprehensive,
constantly evolving
directory designed to help
frontline staff quickly
identify, access, and refer
clients to relevant
community resources.



RESOURCE GUIDERESOURCE GUIDE
How is it used?

The Resource Guide serves as a tool for
all staff that assist clients both virtually
and in-person by offering clear, up-to-
date information about local services.

Emergency Housing & Shelter

Utility and water assistance

Food pantries and meal
programs

Transportation

Employment & Financial 
Education

Head Start



TOURTOUR
Wayne Metro Internal Resource Guide

https://sites.google.com/waynemetro.org/resourceguide/welcome?authuser=0


Quick & Informative Referrals 

Standardized Information
Sharing

Time-Saving During
Appointments

Supporting Multi Service
Referrals

Standardize Training and
Onboarding

BENEFITSBENEFITS



BEYOND PROGRAM INFORMATIONBEYOND PROGRAM INFORMATION

EXTERNALEXTERNAL COMMUNITYCOMMUNITY
ENGAGEMENTENGAGEMENT

NAVIGATIONNAVIGATION PROCESSESPROCESSES
RESOURCESRESOURCES LINKSLINKS & TOOLS& TOOLS

Resources from
other agencies in

the area 

A calendar of
events that

residents can
attend

Links to all
systems

throughout
Wayne Metro

Step by step
process for all

types of
interactions



In Person Navigators
Connect Center
All client facing staff

WHO USES IT?WHO USES IT?



TRY IT OUT!TRY IT OUT!



IMPLEMENTATIONIMPLEMENTATION



What information needs
to be included?
How should this
information be
displayed?
Who needs to be
involved?
How will this stay
updated?

DISCOVERYDISCOVERY



List of programs &
services
What do the programs &
services do
How to apply for services
What are the
requirements?
Is this program open?
Escalation process
Next steps

GATHER INFORMATIONGATHER INFORMATION



Google Sites
Free
User friendly
Customizable

CHOOSE A PLATFORMCHOOSE A PLATFORM



Review with program
leaders
Front line focus groups
Update process 
Set up annual review
sessions

REVIEWREVIEW



Share with all staff
Demo
Explain the benefits
Integrate into every day
processes

ROLL OUT & BUY INROLL OUT & BUY IN



DIRECT QUOTES!DIRECT QUOTES!

“The resources guide continues to be extremely helpful
to me. Coming in as an external hire, the resource guide

has been priceless when it comes to assisting clients
effectively and efficiently.”

“The first year I worked here I always asked for
something like the resource guide. 

Now that it's real it's been a phenomenal tool to
make sure clients have access to as many

resources as possible.”

“The resource guide has helped me so much in my
roll as a Resource Navigator. Having all of our

programs and external links all on one page has
made it convenient and more efficient.”

“I like the resource guide because it makes assisting clients
that much more easier its fast and user friendly and

provides great descriptions of the programs offered!”



QUESTIONS?QUESTIONS?



THANK YOUTHANK YOU

Victoria Rosen
Connect Center Director

vrosen@waynemetro.org

Haidar Alsalik
Department Manager

halsalik@waynemetro.org


