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I. Care Navigation  

Process Map  

 

 

Provide intro; 

reference alert(s) 

Client receptive Client resistant 

Probe to ID root 

cause & urgency 

nmet  

Document client 

responses to 

probes, consent & 

follow-up actions 

ID existing or 

research and vet 

potential solutions 

Obtain verbal consent from 

client for referrals and 

additional follow-up 

Make contacts 

and referrals 

ideally with warm 

hand-off  

Validate client responses & 

use probes to establish 

rapport 

 

If client declines help, provide 

CN contact information & 

reassure availability for future 

assistance and offer 

 follow-up contact 

 

Alert 

CN calls client 

Client answers No answer 

Schedule call 

back 

Across all steps, refer back to other tools in toolbox  

Document 

interaction with 

client 

Call client 

with 

updates 

actions 

If CN is unable to contact 

client after 1-2 tries – 

recommend contacting 

emergency contact 

depending on urgency of 

alert 

Add “Document 

Referral 

Outcomes 







•

•

•

•

•

•

•

•

•



•

•

•

•

•

•

•

•

•



•

•

•

•

•

•

•

•

•



•

•

•



•

•

•

•

•

•





•

•

•

•

•

•



•

•

•



•

•

•

•

•

•



•

•

mailto:Carter.florence@mealsonwheelsamerica.org



	Structure Bookmarks
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1
	H1




