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THE COMMUNITY CHALLENGE

Challenges Faced by  Veterans, Service  

Members, and Military  Families
Challenges Faced by  Health and Human 

Service  Providers

In a survey of >8,500 veterans,  
service members, and dependents,  

60% identified navigating benefits  
as the most significant challenge to  

transition

Navigation

It is difficult to identify which  
providers are able to meet unique  
needs, eligibility restrictions, and  

preferences

Eligibility

AmericaServes data demonstrates that  
35% of clients entering the network  
have more than one service need

Co-Occurrence

It becomes cumbersome to submit and  
repeat the same information across  

multiple intake forms and applications

Intake

Service providers are not equipped to  
meet client needs outside their mission  

and area of expertise

Scope Creep

Referrals to other providers are made  
without any visibility into their eligibility  

requirements, capacity, or how the  
referral progresses

Ambiguity

No visibility into a client’s information,  
history of service requests, resulting in  

redundant intake and request for  
information

Duplication

Lack of appropriate data collection  
and measurement prevents providers  
from ensuring quality and remaining  

accountable to those they serve

Unaccountable



Objective

To work with communities to improve the way service members, veterans and their families access 

and navigate care and services.

Goal

To help communities build coordinated networks of care and services to ensure that the right 

person gets to the right provider in the least amount of time in the most efficient, effective way 

possible; doing so by building, growing and supporting successful networks in 18 markets by 2018 

and capturing and sharing learnings and best practices through Communities of Practice at the 

local, regional and national levels.
Measurement & Evaluation

“Embedded” support model
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Community-Based Care Coordination



Greater Puget Sound

Community-Based Care Coordination

How AmericaServes Works  Client perspective: Addresses navigation challenges and comorbidity through a “no-wrong 
door” approach to holistic care coordination

 Value-add to providers: Backbone creates “smart” referrals that match the right clients to 
the right services based on eligibility, availability, and capacity

 Measurement and shared learning: Shared software allows for transparency and 
accountability for common clients, robust measurement and learning, standardization, and 
long-term research

SELF-REFERS VIA PHONE OR WALK-IN



Service Categories
Benefits  Clothing & Household

Goods  Education  Employment  

Food

Health  Housing & Shelter  

Individual & Family

Support  Legal

Medical Health  Mental/ Behavioral 

Health

Money Management  Social 

Enrichment  Spiritual Enrichment

Sports & Recreation  Transportation  

Utilities

Wellness

We launched TXServes San Antonio 4 months ago and
since then have seen:

• 352 veterans served by the network
• 35 providers actively using the software



DATA DRIVEN RESULTS

AmericaServes leverages its best-
in-class subject matter expertise 
and proven methodologies across 
multiple domains to deliver 
timely, appropriate, and relevant 
reporting and analytics that can 
be used by you, our community 
partners to make decisions, 
improve performance and save 
lives.
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SAN DIEGO
One Region, One Voice

Ron Stark
Mental Health 
Systems

Chairman, 
SDVC

Co-Chairman, 
OneVA , CAB

Bob Muth
Professor of Law,
USD, School of Law

Former Chairman, 
SDVC

Board Member, 
SDVC

Steve Alt
2-1-1 San Diego
Courage to Call

Manager,
SD United

Coordinating 
Council, SDMFC



Painting the Picture of San Diego
• 4,261 square miles (larger than 

21 states)
• Urban and rural 
• 5th largest county in the nation 

and 2nd largest in California
• 18 municipalities; 36 

unincorporated areas
• 18 tribal nations
• 42 school districts
• Population – 3.2 million people
• Larger than 19 states
• 6 healthcare systems
• Busiest international border 

crossing in the world (San 
Ysidro/MX) 



C2C
2-1-1, MHS, 

VVSD

San Diego 
Veterans 
Coalition 

140 member 
organizations

San Diego
Military 
Advisory 
Council

Veterans 
Administration 

San Diego 
Health

Veterans 
Benefits 

Administration 

National 
Cemetery 

Administration

VA

Navy Region 
Southwest

County of 
San Diego

HHSA

Vet/Family
ForumSD Military

Family 
Collaborative

San Diego 
Chamber of 
Commerce

Marine Corp
Installations West

Vets’
Community
Connections

Veterans 
Treatment

Court

One 
VA/My VA

Zero8
Hundred REBOOT

United 
Veterans 
Council

VANC

Interfaith
Community

Services

OMVA
VSR’s

Military and Veterans Ecosystem 



The San Diego Veterans Coalition
SDVC improves collaboration and coordination among community service providers 
in all sectors so that delivery of services is more comprehensive and Veteran Family-
centric.

Established in 2008, SDVC’s monthly meetings are attended by more than 150 
members, organizations, and individuals that include:

• Every military branch
• The VA 
• Non-profits
• Community-based agencies
• Higher education
• Government entities
• Elected officials and community leaders
• Businesses and corporate sector
• Healthcare systems
• Philanthropy

Members’ areas of focus include everything from education, housing, health, basic 
needs, financial support, educational navigation – providing the safety net and 
comprehensive support to the Veteran community.



Source: Stanford Social Innovation Review

Collective Impact
“Collective Impact acknowledges that large scale social change requires cross 
sector coordination. It involves a commitment of a group of important actors from 
different sectors to a common agenda to solve a specific social problem.”
We’ve designed this network to align with the Pillars of Collective Impact:



As a community, we now have the ability to 
track collaboration, service delivery, and 
outcomes between veteran and military 
service providers in San Diego County. 



What Does Success Look Like?

For a client or user: 
• SD United provides a simpler pathway to access care in the 

community, where a provider network collaborates to serve the 
Veteran, supported by a team of Veteran Peers to help navigate 
access to care. 

For a provider:
• SD United allows the ability to focus on their core services with a 

client, while collaborating with other network providers to move the 
client to successful outcomes that address the full spectrum of their 
needs. 

What Does Success Look Like?





Most Requested Services

45%

24%

7%



QUESTIONS ?
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