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This guidebook was created to share 
tools and resources with professionals 

who provide resource navigation  
services to individuals. This guidebook 

can also be helpful for supervisors  
and other professionals involved in  

a resource navigation team. No single  
organization can provide all services. 

Collective action significantly improves 
outcomes, and it is our hope that  
this guidebook will help increase  

this collaboration within your  
organization and community.  

This work is a culmination of practices 
used with success by members of the 

Employment Services Collaborative  
in Kent County, Michigan, and the  

Kent County Essential Needs Taskforce.  
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Thank You to Our Contributors
This guide was made possible by the partnership, trust, and insights of several workforce development  
partners. Their contributions to this guide are greatly appreciated. 

Lynne Bosma | formerly Community Collaboration Manager, Goodwill Industries of Greater Grand Rapids

Lynne coordinated and managed the Employment Services Collaborative (ESC) and developed resource 
navigation community training alongside partners from the Kent County Essential Needs Taskforce (ENTF) 
from 2018-2022. Lynne served as the Community Collaboration Manager at Goodwill Industries of 
Greater Grand Rapids during that time period. She is now the Board President for Disability Network of  
West Michigan. Lynne has also served as a social work field education instructor since 2009, mentoring 
students at the University of South Carolina and Grand Valley State University. Lynne brings over 15 
years of nonprofit industry experience at local, state, and national levels. She earned an MSW at the 
University of South Carolina, then started her career in the disability rights field. 

Michelle Bryk | Program Director, Women’s Resource Center

Michelle works to implement programming at the Women’s Resource Center that supports single  
mothers, women in the justice system through the Kent County Correctional Facility, and women  
experiencing life transitions. She is a board member of the Kent County Community Corrections  
Advisory Board and the Duns Scotus National Foundation, as well as Regional Formation Director  
for the Secular Franciscans, Michigan and Toledo. 

BettyBeth Johns | Workforce Development Manager, United Church Outreach Ministry (UCOM)

BettyBeth is the Workforce Development Manager at United Church Outreach Ministry in Grand  
Rapids, Michigan and a founding agent of the Employment Services Collaborative. She has been 
engaged with the nonprofit human services field for more than forty years, managing people and 
programs that provide support and services to vulnerable populations. She holds a master’s degree 
in Community Development and considers herself a lifelong learner. She currently provides direct 
service to clients in the areas of career development, financial literacy and resource navigation and 
facilitates agency collaborations that leverage resources and best practices that bolster workforce 
development service delivery.

Wende Randall | Director, Kent County Essential Needs Task Force

Wende serves as the Director of Kent County Essential Needs Task Force, leading and supporting systems 
engagement, convening nonprofit service providers, local government, funding groups, and community 
advocates around the areas of Economic & Workforce Development, Transportation, Energy Efficiency 
& Utilities, Food & Nutrition, the Kent County Food Policy Council, and Digital Inclusion. She serves 
on the State Board of Odyssey of the Mind, the Kent County Community Action Advisory Governance 
Board, and is Chairperson of the Kent County Emergency Food & Shelter Program Board.

Jennifer Summers | Program Coordinator, Customized Workplace English, Literacy Center of West Michigan

Jennifer has worked in adult and postsecondary education for many years since gaining her MA in 
Teaching English to Speakers of Other Languages. At the Literacy Center of West Michigan, she provides 
curriculum design and instructional support for ESL and literacy programming. She has also served as an 
Employment Services Collaborative resource navigator since 2016 and participates in Kent County ENTF’s 
Economic and Workforce Development committee.
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Additional Thanks
Lynne Bosma served as the lead author of this guidebook. While the ideas and methods are the result of 
collaborative efforts of many ESC members, someone had to take the lead to get ideas on paper. Lynne 
enthusiastically stepped up to that role. She created the initial drafts and coordinated feedback sessions with 
her co-authors and incorporated their edit suggestions into the work. And she followed through to complete 
the work in the mist of her own job transition. We want to express our deepest appreciation to Lynne for her 
contributions to this guidebook.

Bill Guest, President and Chief Solutions Architect at Metrics Reporting, Inc. and John Cleveland, President  
of Innovation Network Communities coordinated and guided this project from inception to fruition. Their  
leadership in the development of this guide is most appreciated.

The Doug and Maria DeVos Foundation provided key funding for the creation of this project through  
TalNet, the Talent Innovation Network of West Michigan.

TalNet
TalNet is a network of talent system innovators united in a commitment to accelerate economic mobility in 
West Michigan by improving the quality of career decisions in education, training, and job selection. The goal 
of TalNet is to empower people to work in jobs where they are highly engaged, high performing, and earning 
good rewards. 

TalNet supports this work by aligning the talent needs and hiring decisions of employers with the lifelong 
career journeys of students and job seekers.

Learn more at www.TalNet.org
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About ESC
In July 2014, we collectively began laying out the framework to “unpack”  
our traditional workforce development services and transition to a human- 
centered system of serving families striving to succeed in school, work, and life. 
This transition pushed our collaborative organizations into some very organic 
change – specifically, to refocus on people, root cause conditions, and situations. 
We drew up personas, conducted stakeholder interviews, inventoried our  
service matrix and developed our Income Strategic Solution Plan.

Building collaborative synergy can be tricky – organizations have to want to  
work together. Our collaboration tenets are based on mutual respect, integrity, 
teamwork, accountability, honesty and relationships.

Employer alliances, educational partnerships and communitywide engagement 
are weaved into our collaborative framework. The United Way ALICE Thresholds 
for Kent County are key to establishing our collaborative goals, outcomes  
and measurements.

The ESC partners coordinate services across community organizations, providing 
individuals and families tools to move toward sustained financial stability.

Key aspects include:
• Resource navigation, incorporating warm introductions, ensuring individuals 

and families are supported as they work with multiple organizations to  
address multiple needs

• Inter-agency case conferencing
• Shared database of participant information and progress
• Employment connections
• Assisting with career advancement that includes job-relevant  

training and credentialing
• Career coaching
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Those who experience chronic unemployment or underemployment  
live with numerous and often significant barriers. Community-based  
organizations (CBOs) are uniquely equipped to help identify and remove  
or address barriers to stable, substantive employment. CBOs are also 
uniquely positioned to help build and bridge trust with participants.  
Trust and adaptability are essential for those facing high barriers  
to employment. 

How, then, do we add the necessary breadth and connectivity without  
losing the relational trust and responsiveness? This is why the Employment 
Services Collaborative was created in 2015.

Through support from Heart of West Michigan United Way and guidance 
from national consultants, a group of West Michigan nonprofits used  
the human-centered design process to create a formal collaboration aimed  
at improving participant outcomes. The core design elements of the  
Employment Services Collaborative are:

• A “no wrong door” approach for participants and inter-agency referrals
• In-person or virtual case conferencing/resource navigation
• Utilizing a “warm transfer” for participants to access these services
• A shift from organizational competition and overemphasis on efficiency
• Reduced duplication of services and redesign to fill in gaps
• A shared data system to quantify impact and help the providers  

communicate seamlessly
• An intentional ongoing effort to develop and sustain relationships  

between providers

Six years of United Way 
funding has allowed for 
experimentation, refine-
ment, sustained effort, 
and focus. Through this 
process, the ESC has 
developed a model for 
resource navigation best 
practices, and it continues 
to train the community on 
these methods alongside 
partnerships such as the 
Kent County Essential 
Needs Task Force (ENTF). 
This guidebook will share 
some key understandings 
and practices that have 
been developed.

Section 1:

EMPLOYMENT SERVICES  
COLLABORATIVE (ESC) AND  
RESOURCE NAVIGATION PILOT
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What is resource navigation?
Resource navigation is a process of walking alongside program participants 
who are experiencing barriers to employment and assisting them in 
accessing resources such as housing, food, transportation, healthcare, 
education, childcare, and more. Sometimes this includes the term “barrier 
resolution” for individuals and often includes navigating around the barrier 
to achieve employment or other goals. A key piece to resource navigation 
is building a relationship with participants and empowering them to utilize 
their natural supports and strengths along the way. 

The specific process may look different in each organization but the key  
features make for a successful impact. 

What is a resource navigator?
A resource navigator may be a professional whose role is dedicated to 
navigating barriers and resources with program participants, or this may  
be one aspect of their role. Their title may be resource navigator, systems 
navigator, case manager, career coach, community health worker, or others. 
Titles vary based on the organization. Regardless of the actual job title, this 
professional collaborates with the program participant to craft a plan to access 
resources. Utilizing the participant’s natural strengths is key. A few professional 
characteristics of a resource navigator that may be helpful are:

• Being a good problem solver who takes initiative
• Being a good facilitator
• Ability to practice empathy
• Aptitude for community networking
• Skilled at customer service

There are benefits to having a dedicated professional do the resource  
navigation within an organization. These include dedicating time to  
networking, collaboration, case conferencing, and consulting with other  
professionals within the organization. It can be beneficial to have the  
navigator role as a specialization so participants have access to the most 
up-to-date information and trends. This approach allows the navigator  
to dedicate their time to the process.

In many organizations, the role of a resource navigator may be one of  
the many “hats” a professional holds. This is often a practical and cost- 
effective way to deliver services in most social service organizations.  
This guide is applicable to both types of roles. 

Self-Assessment
There are many tools 
available to a resource 
navigator to complete  
a self-assessment of  
professional strengths 
and opportunities for 
growth. Understanding  
implicit biases and 
strengths that resource 
navigators bring to their 
work can be very helpful. 
These assessments can 
help a resource navigator 
with the participant/ 
navigator relationship 
dynamic, co-worker 
communication, and 
more. The appendix has 
recommendations for  
further consideration.
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What are resource barriers?
Resource barriers can vary and are often complex. They can be numerous and interconnected. 

Safe &  
Affordable  

Housing

Access  
to Food 

Reliable 
Transportation

Affordable
Healthcare

Education  
& Training

Childcare

Foundational  
Skills

Impact of  
Employment on 
Public Benefits 
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Section 2:

KEY ELEMENTS OF  
RESOURCE NAVIGATION



Working with 
participants 
requires 
building 
rapport,  
trust, and 
an empathetic 
understanding 
of the situation 
they are 
navigating.
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Needs Assessment

Resource navigation starts with a clear understanding 
of the individual’s current situation and needs. 
People are different. Their situations are different, and their needs are different. Early in the process 
resource navigators conduct a needs assessment. Community partners have developed a variety of tools 
to collect the appropriate information from participants, so the navigator understands the needs of the 
individual and their situation. This information is helpful to determine which programs and resources are 
available to the participant. 

Resource Matching

Resource navigation includes sharing resource  
information directly with the participant. 
For example, the participant may need the phone number or address of their local emergency food pantry or 
help with finding transportation to and from work. If there are multiple resource options for the participant’s 
need, then the resource navigator could help the participant decide which resource might be a better match 
for them. Often rules and understandings of resource availability can be complicated. The role of the navigator 
is to help break down this information barrier to make resource access more readily available. 

 Resource Systems Knowledge and Understanding

Resource navigation includes a keen understanding 
of how resource “systems” operate within the local 
community.  
Examples of such systems would be understanding a housing and shelter system, how to access  
emergency food, or how to navigate the state benefit system such as the Michigan Department of Health 
and Human Services (MDHHS), etc. A resource navigator should be able to navigate the various and often 
complex systems and be able to share this information in an accessible way to a program participant. 

Additionally, a resource navigator should have a shared understanding of the approach and language used 
within other organizations. There can also be shared or differing philosophies on how to connect program 
participants to services. An example of this may be that an organization requires pre-employment classes  
to be completed in a certain order without much flexibility or in a format that may not be preferred by the 
participant (in-person vs. virtual, for example). A knowledgeable resource navigator would know these  
details to help a participant make an informed choice on whether this would be a good resource match. 
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Keeping Current on Resources and Trends

A resource navigator should be up to date on local 
community resources. 
They should understand how to search directories such as United Way’s 2-1-1 to find resources.  
It also requires that the resource navigator develop relationships in the community with other providers  
to help participants connect using a warm transfer approach. 

Since resources often change, it’s best for the navigator to keep updated with professionals doing  
similar work in order to expand capacity and information sharing.

Warm Transfers

No single organization can provide all the resources 
that a participant may need. Using a warm transfer 
can make the difference in a participant following 
through on a referral.  
The resource navigator often shares information and helps connect participants with other organizations 
and professionals within the community. Additionally, working with participants requires building rapport, 
trust, and an empathetic understanding of the situation they are navigating. When a participant begins to 
meet with a resource navigator, that level of trust can be extended, to some degree, to another organization 
or professional. 

A warm transfer is helping connect a participant to an individual at another organization. This could be 
achieved with a phone call, email, physically helping participants arrive at a destination, or meeting them 
there. Warm transfers help participants stay connected to the human element of the organization and 
help with follow-through while reducing frustration. A warm transfer also helps close the referral feedback 
loop if that information is needed (e.g., what happened to the referral and was it successful?) To effectively 
facilitate warm transfers, the resource navigator needs to know and understand the resources in  
the community.

It is helpful to understand how organizations make referrals and process requests for help, as well as other 
details. What populations do the organizations serve? Where are they located? Is there a waitlist? Familiarity 
with this information can help expedite connections to resources. Additionally, it is helpful for the  
navigator to network and make connections within organizations so those warm referrals can be made.

BEST PRACTICE
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No Wrong Door

This is a concept that means a participant will get  
connected to a program that they need regardless  
of how they entered the system.  
One of the lessons learned during the Employment Services Collaborative pilot is the value of a No Wrong 
Door approach. 

A participant will be guided to the appropriate program for their needs, which may be with the organization 
they approached first or with a different partner organization that may be a better fit. This approach reduces 
frustration and time lost for the individual seeking services.

A great example of this is the partnership between Goodwill Industries of Greater Grand Rapids and  
local literacy and adult education programs. This particular Goodwill does not offer a GED program.  
However, if someone enters the door looking for this resource, Goodwill tries to connect that person  
with the resource they truly need. This could involve a warm transfer or simply giving information to the 
individual and sharing that there is a better fit for them elsewhere in the community. This reduces  
frustration for this person and hopefully gets them to the right organization that has what they need.

Relationship Building with Providers (Networking)

A critical facet of resource navigation is developing 
and maintaining relationships with providers.    
The navigator should take opportunities to visit organizations to learn about the resources provided 
and meet staff. This could be managed by reaching out and setting up times to meet or going to open 
houses or other events. Warm transfers are easier when there is a personal connection between  
organizations. It’s also helpful for the navigator to have a way to organize professional contacts such  
as saving contacts in Outlook, Google, and making connections on Linked-In or other tools.

Professional gatherings can provide opportunities for mutual learning, networking, and case conferencing. 
The Kent County Essential Needs Taskforce and the Employment Services Collaborative offer resource 
navigation training, convenings, and opportunities for case conferencing between providers. This is a 
local model that could be replicated with some coordination by other communities. 
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Prioritizing Client Resource Needs

Quite often participants will have several urgent  
resource needs when they begin working with a  
resource navigator.  
A helpful strategy to consider is to take the participant’s lead on what they identify as urgent. Don’t assume 
that all of the needs brought to the attention of the navigator are the priority of the participant at that 
given moment. Asking good open-ended questions and utilizing other motivational interviewing techniques 
(discussed below) will help the participant work toward a game plan and prioritize what they may need. 

It’s helpful for the resource navigator to be aware of their own biases and preferences when having these 
conversations. It’s also helpful to not overwhelm the participant by providing so many resources at the same 
time during the first few meetings. The role of the navigator here is to review the possible options with  
participants and help them come up with a plan and a timeline. Additional resources can be introduced  
later as needed.

Navigating Disappointment

Sometimes there is not a resource in the community 
the participant may need.    
Or there may be a waitlist. Or the individual may not be eligible. This is the unfortunate reality for a  
few situations and is worth mentioning here. An empathetic approach can still be helpful, while also 
ensuring the participant’s natural supports have been explored. 

These types of situations can be brought up in a conversation with a supervisor to help process other 
options that might have been missed. These are also situations where resource navigators may have to 
be careful of crossing professional boundaries. In an effort to help, a resource navigator might offer  
a personal resource, which is likely against organizational policy and can create unhealthy boundary  
dynamics in the working relationship. It’s best to focus on what can be done and offer to continue to  
look for resources.
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Section 3:

TOOLS FOR  
RESOURCE NAVIGATION



“A person-centered approach 
should support and enable a 

person to build and keep 
control over their life.” 

– NSW Health
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Person-Centered and Strengths-Based Approaches

Two main pillars of resource navigation are utilizing a person-centered and strengths-based approaches.  
These philosophies of care come from the disability services and social work field but are applicable to and  
can be practiced in any setting. At the core, these models move away from the deficit model of care and  
focus on the strengths and assets the participants bring with them. 

...supports the person at the  
center of the service, to be  
involved in making decisions  
about their life

  
A person-centered approach*... 

...takes into account each  
person’s life experience, age, 
gender, culture, heritage,  
language, beliefs, and identity

...requires flexible services  
and support to suit the  
person’s wishes and priorities

...is strengths-based, where 
people are acknowledged  
as the experts in their lives 
with a focus on what they 
can do first, and any help 
they need, second

...includes the person’s support  
networks as partners

All participants have resources and strengths regardless of their situation. It takes practice and intentional  
skill building for the navigator to help draw these out. Some sample questions to ask a participant using  
this approach are: 
• Tell me about a time in the past when you were able to __________.
• What’s one thing that is working well for you right now? 
• Tell me about someone who is a support to you in your life? (This might be a helpful tool to find out if there is 

natural support within a community to help). 

*Adapted from a definition by New South Wales Health.
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Resiliency and resourcefulness are two  
important lenses to view participants through 
when assisting with resources. At times,  
especially in crisis situations, utilizing the  
support network and well-functioning resources 
in the participant’s life can be helpful with  
problem-solving and resource connections. 
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Motivational Interviewing 

“Motivational Interviewing is a collaborative, 
goal-oriented style of communication with  
particular attention to the language of change. 
It is designed to strengthen personal motivation 
for and commitment to a specific goal by eliciting 
and exploring the person’s own reasons for 
change within an atmosphere of acceptance 
and compassion.”

Motivational Interviewing (MI) techniques include open-ended questions, active listening, reflections, and 
summarizing, just to name a few. The technique can be very helpful because it keeps the participant in the 
driver’s seat and the questions can help them decide what really motivates them to change in a particular  
situation. This approach is supported by years of research and can help alleviate the feeling that the participant 
isn’t following through on recommendations from the navigator. This method assists with finding internal 
motivation and desires so participants are more likely to follow through on tasks that are important to them. 
We recommend that individuals doing resource navigation work attend formal MI training and continue with 
updated refresher courses. Additional resources are listed in the appendix.

Resource Databases 
In addition to networking and case conferencing, resource databases can be great tools to find hidden or 
less-common resources.  One of the most popular and comprehensive is the United Way of Michigan 2-1-1 
database. Some communities have regional hubs, such as Heart of West Michigan United Way 2-1-1.  
Organizations update the service offerings on at least an annual basis. There are live support options via chat or 
phone so a person can help with the resource search. There are also directories that can be searched online. 

Michigan Department of Health and Human Services (MDHHS) MiBridges also has a directory that is connected 
to the 2-1-1 database to help individuals and resource navigators access the state benefits system.

– Miller & Rollnick, 2013, p. 29
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Shared Database 
Another helpful tool explored and utilized in the Employment Services Collaborative model is the concept  
and practice of using a shared database for participant/client management. This allows resource navigators to 
measure the impact of the partnerships, such as ensuring timely warm referrals and shared intake tools. This 
also cuts down on participants needing to share contact information several times with providers. A shared 
database does require maintenance and commitment to having staff trained on the tool. 

Case Conferencing 
Robust case conferencing between providers makes it possible to reduce duplication and facilitate the no wrong 
door approach. This is one of the fundamental practices of the Employment Service Collaborative in Kent County 
and is still practiced beyond the grant funding that started the pilot. 

Case conferencing creates increased trust and understanding between providers. It’s recommended that the  
conferencing be structured with an ongoing agenda and facilitated on a regular schedule. Having one ongoing  
facilitator or rotating that duty is recommended to ensure some leadership structure is in place. The facilitator 
helps keep the meeting on track and encourages participation. During the actual case conferencing, the  
professionals share tips for resolving difficult cases, help make warm referrals, and brainstorm. The expectation 
is that everyone comes to the table prepared and offers a success or some other feedback to the group. This 
professional environment, when done well, can be empowering for the resource navigator and save time and 
frustration when running into barriers. 

Reducing Duplication 
Using the elements and tools discussed above provides another benefit: Ultimately, resources can be better 
aligned as a system to effectively meet a community’s needs. When the Employment Services Collaborative 
model launched, the leadership of the eight organizations in the pilot met and completed a service inventory 
to see what areas of service might have duplication or gaps. This allowed a few organizations to shift their 
funding and services in a cohesive direction that didn’t unintentionally compete for program participants. 

This approach does take some organizational planning, relationship building, trust, and the belief that  
one organization cannot and should not specialize in everything. In Kent County, this element of reducing  
duplication makes sense, as this community is often described as being rich in resources due to the philanthropic 
culture of public and private institutions. Reducing duplication can help an organization better utilize  
resources and improve their response to participant needs by focusing on service gaps. 
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Section 4:

ETHICS OF RESOURCE  
NAVIGATION



“...ethical considerations are  
respecting others, serving others, 

fairness and ensuring that  
resources are provided in a  

consistent way across  
an organization.” 

– Northhouse, 2016
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A resource navigator may be a professional  
who wears a few hats within an organization  
and may have a varied professional educational  
background. Some professionals have ethics 
built into their licensure requirements.  
Examples include the National Association  
of Social Workers Code of Ethics or the  
International Coaching Federation, and these 
can be helpful to review. Additionally,  
organizations may also have rules regarding 
ethics (see appendix). Here we will explore 
some recommendations on professional  
boundaries and issues that may occur in  
the resource navigation relationship.
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Working with a participant who is in a crisis or has an urgent resource situation can be a vulnerable time that 
requires a quick building of rapport and trust with the resource navigator. Resource navigators should be 
aware of the difference between professional and personal relationships. It can be helpful to share upfront 
what the expectations of service will be. 

An example of how to set the expectations of this first meeting may be:

“Thank you for meeting with me today. It sounds like you have a lot of stress going on 
right now. For today’s meeting, I’m here to listen and help you come up with a first step. 
What would you like to work on for today’s meeting?”

Boundary-setting

Facets that can impact the initial boundary-setting discussion with a program participant include the items 
below (see appendix for additional tools). 

• Setting clear appointment times and ongoing check-in points

• Maintaining clear communication on professional platforms: work phone number,  
employer-approved texting platform, etc. 

• Be mindful of self-disclosure and personal feelings and how this can impact the working relationship

• Be aware of the challenges that there may not be a resource available right away and how to practice 
navigating disappointment with participants

• Not offering personal resources helps keep the professional helping relationship more defined  
(Celestine, 2022)

Additional ethical considerations are respecting others, serving others, fairness and ensuring that  
resources are provided in a consistent way across an organization (Northhouse, 2016). 

Many resource navigators develop relationships with other providers and members of the community.  
It is a strength and the nature of the work. Navigators should not use these personal relationships to  
leverage resources. Examples of this could be jumping ahead on a resource waitlist because of a personal  
or professional relationship with a fellow manager. 
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Section 5:

CONSIDERATIONS FOR
SUPERVISORS



Walking alongside  
individuals with complex 

needs requires a  
collaborative  

community approach.   
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Professional Development

It’s important for supervisors who are working with  
resource navigators to ensure that the team receives 
ongoing training for professional development.   
Resource navigators are constantly learning about resources and making professional connections  
naturally through the work. This natural learning to support the professional role should also have  
ongoing formal trainings, such as motivational interviewing techniques and other helpful community 
trainings. Ideally, the development of a training plan would be a plan developed with both the resource 
navigator and supervisor to find topics of interest and help close skill gaps. Resource navigators are  
often multidisciplinary professionals, meaning their formal education can vary greatly.

Updates on Community Partnerships

It is helpful for the supervisor to keep the resource 
navigator up to date on any new partnerships or  
opportunities happening in the larger community.     
This ongoing collaboration and communication can be mutually beneficial, since resource navigators  
often are close to the “boots-on-the-ground” work and communication from other community partners. 
This team approach will serve the participant and organization well.
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Creating a Culture of Collaboration/Supervision and Case Conferencing 

Does the organization and leadership value  
community collaboration? It’s helpful to take a  
close look at this dynamic and how partnerships  
can better serve the community.  
The resource navigator should not be the sole person working with partners. Ideally, the organization is 
working to bridge service gaps with other partners and bringing the navigator into the discussion as needed. 
Additionally, this culture of collaboration can be promoted during case conferencing and supervision 
discussions with staff. Does the supervisor encourage reaching out to other professionals to help identify 
a resource needed? Asking good questions during the supervision process can be a good tool to develop 
critical thinking skills with staff while encouraging problem-solving and creativity. 

A supportive and consistent supervision and case conferencing schedule with staff or a team is very  
helpful to reduce burnout, compassion fatigue and sometimes secondary trauma, depending on the  
severity of cases.
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Section 6:

SAMPLE SCENARIOS



The resource  
navigator  
helps connect  
participants  
with other  
organizations  
and professionals  
within the  
community.
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The following page offers a few sample scenarios 
to use as learning tools with staff or colleagues. 
When approaching these scenarios, consider 
the following questions: 
•   How do you develop rapport with  

the participant?
•   How would you help identify the  

participant’s strengths and assets to  
help resolve the situation?

•   What Motivational Interviewing techniques 
would you utilize?

•   If the participant lists several barriers,  
how do you decide together what is most  
important to work on first?

•   What does a follow-up meeting or discussion 
look like with the participant? 
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Sammy 
Sammy is a single mother of three.  

She is looking to make more money to pay  
for better housing. She is interested in a  

possible job training program but isn’t sure how 
to start and she doesn’t have tuition money.  
She also needs income, so she is conflicted  
on how she can do both and take care of  

her family. She is also reporting that  
she runs out of food for herself  

at the end of each month.

Juan
Juan has recently arrived in the U.S.  

and is in search of work and vocational  
training. He primarily speaks Spanish.  
He also doesn’t have much money for  

healthy food. Juan also has some  
underlying medical conditions that  

he needs help with but isn’t  
sure how to address.

Tawana
Tawana has several years of work  

experience but is now in need of learning  
a new trade or industry due to a recent  
disability. She just started receiving SSDI  

benefits and would like to continue  
working. She is currently living with  

a friend as her housing situation  
is also insecure. 
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In Conclusion

Adding a resource navigator position to an organization – 
or supporting current staff functioning in this role –  
is a great choice. While the concept of resource  
navigation seems straightforward and the skill set 
universal, we’ve found in practice that this is not  
always the case.

The resource navigation role can be complex and  
requires the professional to have a diverse skill set.  
A few key skills include being familiar with managing 
crisis, able to build quick rapport with a participant 
and develop a firm understanding of resources in the 
local community. Also, it’s important to remember 
that no one organization or professional can do it all. 
Walking alongside individuals with complex needs 
requires a collaborative community approach that  
reduces duplication and utilizes the strengths of  
each partner.

We hope you’ve found some valuable ideas and tools to 
take back to your team, organization and community. 
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About Motivational Interviewing 
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