PROCESS MAP

GREATER VANCOUVER REMOTE HELP SERVICE

Steps

(end-to-end process)

Description

FRONT OF HOUSE
Interactions with

help service agent

Independent
client action

Intake/navigator
(1/N)

Coach

External partner

End of client
journey

BACK OF HOUSE
Actions taken by help

service agent not visible
to the client

Discovery

The moment a member of the
Vancouver community learns that
the remote help service exists.

The start of the conversation between the agent and client
where the agent gathers information about the client to
assess their needs.

Continued conversation between the agent and
client fo make a decision about next steps. Agent
will either provide support or refer the client to an
internal financial coach or external partner for
more in-depth support.

A client with a complex issue is connected to a
financial coach or one of the external partners.
partner support.

Support

The client receives support for their need(s). If there are multiple needs to address,
the client may be supported with a blend of financial coaching and external

bridgeable

Follow-up

The actions taken by the agent to
document the interaction and/or
follow-up with additional support for
the client. Agent captures and shares
best practices with ofthers.
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o call
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met
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information

or next steps
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Client returns
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further
support
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needs are
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Client's
financial
needs are
met

I/N or coach may follow-up
with client (no formal
procedure)
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Building presence in the community I/N receives I/N assesses complexity of I/N checks I/N adds I/N sends I/N checks client's Coach checks
Organizing workshops and processes client situation and coach'’s coaching session booking eligibility for client's eligibility
e-mail and defermines next steps schedule info to master e-mail fo services at for services at
O Advertisement voicemail calendar coach external partner external partner o)
Creating Facebook page O Agent matches resources to client needs (ongoing throughout conversation with client) O )
Distributing posters ; : : : I/N or coach compiles and
Agent checks information on SharePoint, with colleagues as needed UN finali ) hand analyzes client feedback
Speaking on community radio programs . . . . . . . Inalizes notes or han
P 9 Y prog O O Updating notes in SharePoint (ongoing throughout conversation with client) over to coach
I/IN czec'res fil ZN Inputs Crll'.em O Updating notes in SharePoint (ongoing)
,C el ccse’ S ) emogrgp Ic Coach receives client case file in Sharepoint Coach finalizes notes
in SharePoint information
Updating SharePoint with resources
Call scripts Microsoft Teams Microsoft Teams Microsoft Teams

Tools and resources Website

Moments when the
client experience may
be negatively impacted.
Pain points have the
potential to compound
and become drop-off
points for clients.

Facebook
Radio networks
Community partners

Outreach in different languages is
crucial in reaching ESL communities.

Social workers may not refer clients to
financial services because they may
not be aware of the benefits of
financial counselling.

Some partners have gone dormant
since COVID. FSGV is establishing new
partnerships to help maintain
presence in the community.

E-mail templates
Money navigator intake survey

Depending on the agent's language knowledge, they may be able to provide help
in the client's language of preference. Otherwise the client will need to be
transferred to a coach who speaks the preferred language or look for other
language support.

Each agent has their own approach to managing client stress. Strategies include
making statements of validation, making clients feel their voice is heard,
empathizing with the client's situation, providing options, and providing a safe
space for clients to share their stories.

Microsoft Forms
Microsoft SharePoint
Microsoft Outlook Calendar

The way in which a client is referred to a coach varies
based on the I/N's knowledge. The process for connecting
the client with a resource also varies between agents.
Some I/N agents prefer to put people on hold while
researching the next steps while others prefer to hang up
and call clients back.

Microsoft Forms
Microsoft SharePoint
Microsoft Outlook Calendar

Microsoft Forms
Microsoft SharePoint
Microsoft Outlook Calendar

While most coaches are booked through the master
calendar, some require additional communication
before they can be booked for an appointment.

Verification of client's eligibility for external services
is not straightforward. Eligibility criterias can be very
nuanced and may have many exemptions.
Sometimes the criteria from the partner's website
might not capture all exemptions. Often requires
phone call verification.

Demographics pre-survey

Some I/Ns send out demographics pre-survey by email for clients to fill out on their own before
their first coaching session. Most clients complete the pre-survey during a coaching session by
answering the pre-survey questions over the phone while the coach fills it out manually.

There isn't standardization for knowledge sharing between agents. Currently, agents share
resources in SharePoint using their own file organization approaches. As well, not all agents are
comfortable with using the digital fools use for knowledge sharing. As a result, some agents
may not engage with the SharePoint knowledge base or can not easily share their knowledge.

Some agents conduct a via verbal check at
the end of the call to see if the client's need
has been addressed. An online survey is
available for capturing feedback but
completion rate is low. FSGV is still
experimenting to see what works best.

n Clients don't know what to expect

Partner service don't always have up to
date information. Client might be
referred to the service with little context.

Buried “call to action”

Client have to sift through a lot of
information to find out how to get
help. ESL clients have to go through an
English website to find the help in
preferred language.

B Not reaching an agent imediately

When clients call the service outside of office hours, they're directed to the voice mail.
Often clients want to get help right away, and not reaching a live agent may cause
client to not re-engage with the service.

Language barrier

Clients that don't speak any of the offered languages will not have the option to
proceed and will be dropped off from the service.

Irritating intake questions

Some questions that needed to be asked at intake can be irritating for the client.

For example, asking a client about the amount of savings they have may cause
stress in someone who is dealing with debt. This may impact the client's comfort level
and willingness to be open in their interactions.

B External referral partner not available Unfamiliarity with remote service

The client may be referred to an external partner
who has reached maximum capacity, no longer
providing a service, or closed. Some client may not
follow up with FSGV or do so much later, causing a
their challenge to remain unsolved.

Remote advocacy is a challenge for coaches. External agencies have became harder to
reach. There are new barriers such as privacy concerns. It has also became more
challenging to get on a conference line with external partner and advocate for the client.

] Lack of follow through on original plan
It's not always clear when clients have had
their needs met. Some clients come back
after a long period and indicate that they
haven't followed through on original plan.



