
TASK FORCE MEETING  
Integrated Coordinated Access Design
June 10 2020

BUILDING A PATH FORWARD
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Sprint 1: Startup 
& Research 

(Dec. 2019 - Jan. 2020)

Sprint 2: Direction 
Setting

(Jan. 2020 - Mar. 2020) 

Sprint 3: Refining 
Priorities

(Apr. - May. 2020)

Systems 
Mapping, 

Social Impact Audit

Community 
Information & 
Engagement

Priorities 
validation, 

Implementation 
Plan Action steps to 

keep moving the 
community 

forward

Sprint 4: 
Implementation 

Startup
(Apr. - Jun. 2020)
(Jun. - Sep. 2020)

Project Scoping, 
Research, 

Needs Assessment

Integrated Funding Strategy,
Key Performance Indicators, 
Accountability Framework
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Systems Map of 600+ services operating in Nanaimo to understand ecosystem gaps, 
overlaps & support coordination and provide help seekers a real time systems 
navigation tool (HelpSeeker Apps).

Completed Feb. 2020; ongoing updates Ongoing updates

Strategic engagement to generate key stakeholder buy-in for systems change from end 
users, service providers, funders/policy makers & to inform public of efforts.

10 Design Labs
Task Force mtgs x 12
WG mtgs x 8
Coalition orientation
Onsite org mtgs x 11

Jun-Sep
10 Design Labs
10 LivEx Focus Groups
Task Force mtgs x 4
WG mtgs x 4
Onsite org mtgs x 11

Health & Housing Action Plan outlining priorities for Nanaimo, targets/gaps/costs to 
address current & projected vulnerable population needs

Integrated Needs Assessment Completed -
Apr.

Financial Modelling Completed - May

Sep - Recommendations Report

Integrated Funding Strategy to create co-investment model among diverse sources to 
align efforts to maximize impact/ performance.

Social Impact Audit partially completed

Financial modelling completed - May

VIHA/BCH data needed

Funders Design Lab - Jun

Integrated Coordinated Access model to support streamlined process across ecosystem 
to optimize efforts to prevent & end homelessness.

Ecosystem design completed May

ICA Model overview presented

ICA Model engagement Design Labs

ICA Model write up

Complex Needs Integrated Service Model to support housing & wellbeing needs of 
Nanaimo’s 50 as a flagship cross-systems initiative.

Complex needs table overview Jun Complex Needs model engagement 
design labs

Complex Needs model write up



4NEXT MEETINGS 

MONTH TOPICS

July 8 Integrated Coordinated Access model overview 

Social Impact Audit update

Action Plan Outline 

July 22 Complex Needs model 

Comm Engagement updates

August N/A - Community Engagement Ongoing 

MONTH TOPICS

Sep 9 Present Draft Plan

Plan Feedback Process

Discussion of  Implementation

Integrated Funding Strategy 

Sep 23 Deliverables finalized

Plan Launch

Transition Planning - Implementation Roles 

Oct Project Wrap Up 

Next Steps



INTEGRATED COORDINATED 
ACCESS (ICA)
A systematic process by which those 
looking for support with social, health, 
or other needs are triaged to appropriate 
resources. 



WHY WE ARE
TAKING A FULSOME APPROACH

PAIN POINT: 
PRE-COVID & POST-COVID:
● Socia l disorder, addict ions , 

menta l hea lth, homeles snes s ,

● Prevent  potent ia l gaps  in a  socia l 
s ervices  delivery sys tem

● Service qua lity, efficiency 
cha llenges  



People’s needs are layered.



Rethinking the Ecosystem Design

Housing Spectrum
Emergency Shelter

Transitional/ Permanent Supportive 
Housing Assisted Living
Special Care Facilities
Affordable Housing

Rental/ Homeownership



Grande Prairie Making Coordinated Access Model 



Coordinated Access User Journeys

Joe, 37- year old male ,  ch ron ica lly h om eless , h is t o ry o f t r au m a, In d igen ou s  – n ew t o  com m u n it y o ff- r eserve, m et h  u ser  
(ODs  u n su re  o f # ) , 5  r em an d  s t ays  in  la s t  3 yea r s , 2  ch ild ren  ap p reh en d ed , d om es t ic vio len ce h is t o ry wit h  p a r t n er s , kn own  t o  
p o lice  d u e t o  aggress ive  beh aviou r s  d own t own  wh en  in t oxica t ed , s t ays  p r im ar ily in  em ergen cy sh elt er ,  bu t  s leep s  rou gh  
d u r in g  su m m er , h as  r ecen t ly qu a lified  fo r  AISH an d  con n ect ed  wit h  loca l Hou s in g  Fir s t  p rogram s  bu t  n o t  in t eres t ed  in  
su p p or t  a t  t h is  t im e, n a t u ra l su p p or t s  a r e  in  h om e com m u n it y on - reserve an d  fe llow u ser s .

Sarah, 16 - year old female ,  cou ch - su r fin g , LGBTQ, fam ily con flict  lead in g  t o  lon g  t erm  h ou s in g  in s t ab ilit y, p as t  abu se in  
h om e, ch ild  in t erven t ion  – n o  ap p reh en s ion , en gages  in  su rviva l sex, u ses  m ar iju an a  a t  t im es  w/  fen t an yl, a lcoh ol an d  coca in e 
op p or t u n is t ica lly, sp orad ic sch ool a t t en d an ce in  ou t r each  p rogram , n o t  con n ect ed  t o  su p p or t  sys t em  ou t s id e  o f occas ion a l 
in t eract ion s  wit h  wa lk- in  p h ys ician  fo r  p rescr ip t ion s / t es t in g . At t en d s  sch ool, bu t  h as  been  absen t  m os t  o f Sep .,  an d  a lr ead y 
su sp en d ed  for  figh t in g  clas sm at e . Teach er s  kn ow sh e n eed s  su p p or t ,  bu t  d on ’t  kn ow wh ere  t o  s t a r t  an d  d on ’t  kn ow h om e life  
d et a ils . 

Remi, 20 - year old male newcomer ,  su b- Sah aran  Afr ica , PTSD, m et h  an d  fen t an yl u ser , s t ays  in  sh elt er  wh en  n o t  ba r r ed  
d u e t o  vio len ce aga in s t  s t a ff/ clien t s , gan g- a ffilia t ed , in creas in g ly in vo lved  in  g room in g/ exp lo it a t ion , b reakin g  & en t er in g  
n ea r  core , p icked  u p  oft en  by p o lice , n o  con n ect ion  t o  fam ily (sh am e), n o t  t ru s t in g  of p rovid er s , n a t u ra l su p p or t s  a r e  gan g  
a ffilia t ed . Has  a  6 - m o. baby wit h  ex- p ar t n er , wh o  is  s t ayin g  in  wom en ’s  sh elt er . 

Joanne, 45 - year old stay - at - home mother of 3 ,  go in g  t h rou gh  sep ara t ion  from  fa t h er  a ft er  10  yea r s  o f m ar r iage; 
h is t o r ica lly se lf- m ed ica t es  an xiet y/ d ep ress ion  sym p t om s  wit h  a lcoh ol an d  becam e ad d ict ed  t o  p rescr ip t ion  s leep in g  p ills  
in it ia lly p rescr ibed  by fam ily d oct or ; u n ab le  t o  ob t a in  on goin g  su p p ly, s t a r t ed  u s in g  d a rkn et  s it es  t o  ob t a in  s leep in g  p ills  
illega lly an d  n ow exp er im en t in g  wit h  op io id s  an d  an t ip sych ot ics  t o  ‘feel bet t er ’ an d  ‘s low d own ’. Ch ild ren ’s  sch ool 
p er form an ce/ a t t en d an ce s t a r t in g  t o  s lip , an d  h u sban d  t h rea t en in g  fu ll cu s t od y. Pr im ary su p p or t s  a r e  fr ien d s , aware  sh e’s  
s t ru gglin g , bu t  u n su re  o f h ow t o  get  su p p or t .   



Coordinated Access User Journeys

Joe, 37- year old male

Sarah, 16 - year old female

Remi, 20 - year old male newcomer

Joanne, 45 - year old stay - at - home mother of 3

1. What are they likely to need based on what  
know? 

1. How do they find information about help? 

1. How do they know what’s available to them  
how to access it?  

1. What acuity assessments should be happen  

1. How are cases prioritized?

1. How is matching to service occuring?

1. How are diverse service coordinated for eac  
case? 

1. What would a plan look like for each case? 

1. Who should be involved in each case, why  



CORE ICA COMPONENTS
1. DIGITAL NAVIGATION t h ro u g h  

He lp Se e k e r a p p s /w e b s it e  fre e ly 
a c c e s s ib le  t o  a n yo n e , a n yw h e re  

2. COMMUNITY LOCATIONS p h ys ic a l 
lo c a t io n s  w h e re  t h e  c o m m u n it y c a n  
a c c e s s  su p p o rt s  a n d  sys t e m s  n a vig a t o rs

3. INTEGRATED SERVICE TABLES t o  
c o o rd in a t e  c o m p le x n e e d s  c a re  a m o n g  
k e y s e rvic e  p ro vid e rs /  p u b lic  sys t e m s  

4. SYSTEMS NAVIGATORS t ra in e d  a n d  
m o b ilize d  t o  p ro vid e  in -p e rso n  su p p o rt  a t  
k e y a c c e s s  s it e s  a c ro s s  t h e  c o m m u n it y



LEVERAGING ALL SOCIAL SERVICES IN THE COMMUNITY TO ENSURE PREVENTION AND 

EARLY INTERVENTION SUPPORT IS ACCESSIBLE FOR ALL 

DIGITAL NAVIGATION 

THE MAJORITY OF INDIVIDUALS IN NEED SEEK 
OUT NATURAL SUPPORTS AND/OR WEB-
BASED INFORMATION WHEN STRUGGLING

A consolida ted and cons is tent  method to find 
web-based informat ion is  required to 
implement  ICA and coordina te  effect ively



SYSTEM NAVIGATORS

● WHAT ARE SYSTEM NAVIGATORS?
○ Easily-identifiable and accessible individuals 

providing information, referral and coordination 
support to individuals in need

● WHY SYSTEM NAVIGATORS?
○ Consistent information, support and data 

collection for the community to assist individuals 
in need more effectively and understand 
community needs

● WHO IS A SYSTEM NAVIGATOR?
○ Existing community frontline staff who complete 

System Navigation training



Individuals who interface with the general public and receive questions on service options 
and locations . Ex. Reception pos it ions  in prim ary care offices , library s taff, church 
pos it ions , school adm inis trators .

Individuals  in pos it ions  of supporting wayfinding and navigation on behalf of their 
agencies . Ex. Resource navigators  at  fam ily resource centres , newcom er services , seniors  
agencies  etc.

Experts  already in roles  of sys tem s navigation in Grande Prairie . Level 3 navigators  are 
trained to com plete assessm ents  to facilita te  eligibility requirem ents . Ex. Youth shelter 
navigator, Friendship Centre navigator.

Level 1: 

Level 2: 

Level 3: 



Clarifying By - Names - Lists
List of people who 
need homeless 
supports who need to 
be matched w. Referral 
to housing programs

Feds focused on 
homeless pops, but 
exists in lots of sectors 
outside: health, 
children’s services, 
immigration, safety, 
etc. 

Can be leveraged for 
multi - system work -
see example from 
Lethbridge, Edmonton, 
Abbotsford, etc. 



Integrated Coordinated Access Partnership

TARGET POPULATIONS

● Health Frequent, &/or escalating EMS and/or Emergency 
Departments use + Complex comorbidity: co - occurring 
health, mental health, addiction issues, and/or trauma

● Child intervention Frequent, &/or escalating involvement

● Education  Frequent absenteeism, &/or escalating behaviour 
challenges

● Justice Frequent, inappropriate, and/or escalating Police 
Service interaction and/or admissions to Court Services 
Section, Remand /Alberta Corrections facilities

● Housing/ Homelessness Current or past history of chronic  
homelessness, long term housing instability

PROCESS
1. Screened for ISP at entry points 

(EMS, LPS, ER, SCS, Shelter, DOT) 

1. Prioritized for Service 
(LOCUS, SPDAT, Safety Risk, Substance/ SCS Use; 
Public Systems Use)

1. Assigned Lead Support Worker 

1. Integrated Service Plan Delivery
1. AHS: Clinical supports
2. City programs: housing & wraparound 

supports; navigation
3. Police: outreach; safety backup
4. Other services as appropriate (1,400+ 

programs) in community for full integration/ 
stabilization

1. Outcomes : Systems Use monitoring 



APPROACH PHILOSOPHY 

Human-Centred Design meets Agile Development

Empathize Define Ideate Prototype

Iterate

Gain Insights 
Test Ideas

Tes t  Itera te



NEXT STEPS

Refining Model w/ 
Service Providers & 
LivEx in Design Labs

Q& A



CONTACT INFORMATIONDr. Alina Turner, CEO HelpSeeker

alina@helpseeker.org
403 -827-8722

Corporate: HelpSeeker.co
System Navigation Apps: HelpSeeker.org

mailto:alina@helpseeker.org
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