
Integrated System Navigation (ISN)

Our Story
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Introductions

• Tanya Hall, Supervisor, Program Integrity 

Team, Halton Region

• Linda Lysko, Integrated System Navigator, 

Halton Region
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Overview

• This presentation will include information 

about:

▪ Journey travelled to create the Integrated 

System Navigator position

▪ The first 18 months

▪ Process and program review results

▪ Current state

3



The Beginning: January 2018



ISN 
Announcement 

ISN’s Accepting 
Service Requests

ISN 
Cross-Departmental 

Project Team Formed

Provincial 
Announcement and 
Creation of Family 
Support Worker 

(FSW) Review 
Project Team

Provincial changes 
came into effect

The Journey in Halton
Integrated System Navigation (ISN)
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FSW Service Evaluation 
Framework created

ISN Launch 

Feb 
2017

July 
2017

Sept 
2017

Jan 
2018

Mar 
2018

June 
2016

Aug 
2016



Why are we transitioning to the  ISN 

service?
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Alignment with the 
Provincial direction on 

human services integration

Regional strategic priority to 
deliver integrated client-
centered human services 

Regional commitment to 
best support the most 

complex individuals/families
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Integrated System 

Navigation (ISNs) is…
a holistic approach to human 

services integration in the 

department and across 

systems within the community
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Create a client experience that is simplified and 
integrated

Actively engage individuals and families in
planning and decision-making

Be a trusted support and source of information of 
social services in the community 

Provide a coordinated and collaborative approach 
to services in Social & Community Services

Provide a non-judgmental and non-punitive
environment for individuals and families

ISN Service 
Principles



Support for 
Individuals & Families

• Individualized 
navigation support

• Assessment

• Referrals

• Information

Supports for Staff

• Consultation

• Case conferencing

• Information/training 
related to human 
services

What Does the ISN Offer?
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Levels of Intervention
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Stable / Self 
Sufficient

Individuals or families require intervention to address basic 
immediate needs

Individuals or families require multiple Regional and 
community programs to address complex situations, 
and lack the capacity required to successfully achieve 

their goals on their own

Individuals or families can successfully access 
and navigate existing system with current 

resources

Distress

Crisis

ISN 
supports 



Eligibility Guidelines
To be eligible for ISN supports an individual or family 

should: 

1. Be a Halton resident 

2. Be a SCS client (Children’s Services, 

Employment & Social Services, Health or 

Housing Services)

3. Require support to effectively navigate the 

human services system 
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✓ Challenges with self-navigation and has expressed need for support

✓ Challenges in completing required tasks

✓ Involvement in multiple services with requirements that appear 

outside of their capacity to successfully complete

4. Consent to receiving ISN supports and sharing information by 

signing the Electronic Communication Consent Form. 



ISN Service Requests

The Service Request 

process is how individuals 

and families that need 

intensive navigation supports 

are referred to the ISNs.
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Initial Assessment
The Action Planning process involves the ISN meeting with the client to complete an Initial 

Assessment Form, assess acuity, and develop an Action Plan informed by the client. 
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Employment

Income & 

Finance

Housing Security & 

Stability
Physical & Mental 

Health

Personal 

Management & 

Development

Child, Family & 

Relationships

Well-Being Domains
The ISN Service scores clients on the following 6 well-being domains based 

on their highest level from the past 30 days. Scores range from 3 (client able 

to self-manage) to 0 (client has an intensive acute need). 

http://webport:1025/sites/scspolicies/Integrated%20System%20Navigation%20ISN%20Resoruces/ISN%20Wellbeing%20Domains%20V5.pdf
http://webport:1025/sites/scspolicies/Integrated%20System%20Navigation%20ISN%20Resoruces/ISN%20Wellbeing%20Domains%20V5.pdf
http://webport:1025/sites/scspolicies/Integrated%20System%20Navigation%20ISN%20Resoruces/ISN%20Wellbeing%20Domains%20V5.pdf
http://webport:1025/sites/scspolicies/Integrated%20System%20Navigation%20ISN%20Resoruces/ISN%20Wellbeing%20Domains%20V5.pdf
http://webport:1025/sites/scspolicies/Integrated%20System%20Navigation%20ISN%20Resoruces/ISN%20Wellbeing%20Domains%20V5.pdf
http://webport:1025/sites/scspolicies/Integrated%20System%20Navigation%20ISN%20Resoruces/ISN%20Wellbeing%20Domains%20V5.pdf
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Action Plans
The Action Planning process involves the ISN meeting with the client to complete an Initial 

Assessment Form, assess acuity, and develop an Action Plan informed by the client. 



Coordination & Support
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Coordination and support involves regular, pre-arranged 

check-ins to review progress, ensure supports are in place, 

and support implementation and updates of the action plan

When appropriate, this may 

involve the facilitation of a 

case-conference with 

relevant stakeholders



Individuals and families will transition off ISN supports:

• Upon completion of activities outlined in the action plan, 

and 

• When the client index scores indicate self-sufficiency.

Individuals and families will be contacted by the ISN 3 

months post transition from the ISN service to assess self-

sufficiency using the index scores.

Transition & Follow-Up
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Data Tracking

• ISN trackers built in house

• Information captured:

– Client information, number of children, marital status, 

education, well being domain scores, 

services/supports client is receiving prior to ISN 

intervention, well being domain scores when the client 

exits supports, the reason the client exits service, 

three month follow up information including well being 

domain scores

• Light touch referrals are recorded by the ISN
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Improved Client Well-Being
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• ISN clients have demonstrated an increase in their well-being index 

after receiving service. 

– Well-Being Index of ISN clients before, after, and at 3 month 

follow up 
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Connecting Clients to Service
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Before ISN Service:

60% of clients served 

were receiving two or 

more SCS programs 

After ISN Service:

80% of clients are 

accessing two or more 

SCS programs 

Over 200 service 

requests received 

Clients receiving 2 or 

more SCS programs
Clients receiving 1 SCS 

program



Resources

• Presentations to all internal Social & Community 

Services divisions, the Health Department and 

external agencies (ongoing)

• Practice Guide was created – Information Guide

• Resource Library created in a central location 

• Ongoing consultation with Supervisor or ISN 

team members
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Program Changes: 

September 2019 
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18 Month Review
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Developing guidance for staff involved in system navigation 

and service coordination

Revising the ISN Service Request Form 

Creating an ISN Service Planning Table

Revising the ISN Service Model to create distinct client pathways

After being operational for 1.5 years, the ISN team reflected upon the service by 

analyzing feedback from divisional partners and external community stakeholders, 

and challenges faced by the ISNs. As a result, the following changes were made: 



Why did we changing the ISN 

service model?
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Demonstrated 
need for an 

integrated client 
pathway and 

action plan that 
has commitment 

across the 
department 

Siloed

communication 

Overlapping 

responsibilities



ISN Service Request Form
Staff assessment component added to the ISN 

Service Request form:

• Completed by all staff that are currently and/or 

have recently supported a client. 

• Circulated after an ISN Service Request has been 

received. 

• Asks staff to provide a brief summary of supports 

and identify supports that can improve the clients 

wellbeing.

• Staff will be required to complete the staff 

assessment within 72 business hours. 

This change will allow for a more coordinated 

approach to service planning across programs and 

provide the ISNs with a better understanding of the 

client’s needs. 
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ISN Service Planning Table
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The ISN Service Planning 

Table is a cross-

departmental group of staff 

that come together bi-weekly 

to coordinate supports at the 

time of the ISN Service 

Request, service planning, 

and case review. 



ISN Service Planning Template
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file://halton.local/fileshare/SSDept/ISN Service Planning Table/ISN Service Planning Table Action Plan Template V2.docx


Service Planning and Electronic 

Communication Consent
Share relevant client 
Personal Information 
and/or Personal 
Health Information for 
the purposes of 
service planning and 
benefit to the client

Enable electronic 
communication with 
clients and external 
service providers
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file://halton.local/fileshare/SSDept/Common/Common Consent/Forms, Presentations, and Briefings/SCS Service Planning Consent Form- Dec 11, 2018.docx
file://halton.local/fileshare/SSDept/Common/Common Consent/Forms, Presentations, and Briefings/SCS Service Planning Consent Form- Dec 11, 2018.docx
file://halton.local/fileshare/SSDept/Common/Common Consent/Forms, Presentations, and Briefings/SCS Service Planning Consent Form- Dec 11, 2018.docx
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Client Story



30

COVID-19 Response and 

Redesign: 

March 2020



Response – Navigation Team

• March 20, 2020 – paused in accepting ISN referrals 

• Creation of the Navigation Team which included the 3 

ISNs and 2 Tenant and Community Supports Specialist 

from Halton Community Housing 

• Worked collaboratively with Access Halton (311) and the 

Public Health Call Centre to create a process to direct 

calls from Access Halton to Social and Community 

Services Navigators (TCSS&ISN)
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Response – Navigation Team

• Effective March 30th, the types of calls that were referred to our SCS 

Navigators included inquiries from residents who present with 

multiple/complex needs and require additional supports accessing 

Social and Community Services

• Referrals from Access Halton and Public Health Call Centres were 

made through email to the ISN centralized mailbox used for referrals 

and then assigned on a rotational  basis  

• HCHC referrals are forwarded to TCSS staff

• In May 2020, we began to receive ISN referrals once again
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COVID-19 Navigational Supports
March 23, 2020 – August 31, 2020
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• Service Navigators in Social and Community Services connect residents with complex 

needs to Regional and community supports. 

Weekly Navigation Requests
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Service Improvements 
• Removed the staff assessment portion of the referral form

• Streamlined the referral process as follows:

– The ISN completes the initial assessment and determines if the referral 
is suitable

– The ISN informs the Program Assistant if the referral should be 
assigned to the ISN

– All other referrals that require light touch are captured in the ISN tracker 
by the ISN

– The Service Planning Table is on pause

• Coordination with internal and external partners continues to and has 
strengthened 

• Client meetings are done over ZOOM, telephone, text

• Utilizing Electronic Communication Consent Form 

• Meet as a Navigation Team every two weeks
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Client Feedback
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“I appreciate all your help regarding this matter and I appreciate your kindness 

and generosity towards the kids and I… bless you ten fold for everything you 

have done for our family!”

“I am a work in progress. You are a wonderful person a rare find in this crazy 

world. I feel you were put in my path for a reason. Your concern for me shows 

that perhaps I'm not forgotten about.”

“ISN has been very resourceful, and supportive, and professional, actually, I 

had never met someone with such dedication for her job. My trust is with her 

to manage my case, and I know very well that without her help I will not able to 

bring and manage my case by my own and I'm sure the other clients working 

with ISN would have same opinion as me.”
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