
RAPID RESPONSE:
Preparing Financial Navigators 

to Serve their Communities
A Global Learning Partners’ Project Spotlight



The next few slides tell a story about how GLP teamed with 
Cities for Financial Empowerment Fund (CFE) and 
Neighborhood Trust Financial Partners (NTFP) to provide people 
across the U.S. with financial guidance and resources in the 
wake of our nation’s unprecedented crisis. 

Read on for a quick look at the situation we faced, the journey 
we went on, and the impact we’re having….

https://www.globallearningpartners.com/
https://cfefund.org/
https://www.neighborhoodtrust.org/


The Situation



COVID-19 brought with it a 
flood of economic hardship 
to families across the U.S.



Cities for Financial Empowerment Fund (CFE) engaged 10 
cities across the U.S. to quickly and decisively respond to 
this crisis.  

They decided to create a first-ever Financial Navigator 
Initiative, through which individuals in each city would be 
trained to respond to the economic stress and confusion 
felt by their community members. 

https://cfefund.org/


Financial Navigators would need to be trained quickly 
and effectively so that they could provide brief, relevant 
guidance and resources via telephone to anyone who 
called in.

Among other things, these Navigators would need:

1) a rigorous, well-designed learning program;
2) a structured, yet flexible, process for meeting 

(virtually) with clients; and
3) a reliable, digital resource library. 



CFE reached out to GLP – a 
trusted partner – to take the 
lead in these three key 
elements of the new 
initiative. 

Keep clicking for a brief look 
at the journey we embarked 
on together….



The Journey



In three quick, creative, and collaborative weeks, we 
designed a learning program for Financial Navigators. 

Check out a snapshot of the program on the next 
screen, followed by a quick look at each key program 
component. 





The online course for Financial 
Navigators is…

● Housed in an easy-to-use 
learning platform 

● Done at each Navigator’s 
convenience

● Highly engaging 

● Focused on learning 

ONLINE SELF-
PACED COURSE

● Five Lessons
● Est. 10-12 hours
● Check your learning 

after each module



The online course prepares Navigators for their 
upcoming work with clients. For example, the following 
screen shows a sample of a job aid that supports 
Navigators to uniformly follow the same general 
process each time they meet with a client. Notice how 
the process is structured – with room for flexibility and 
a “personal touch.”





The online course includes a 
number of tools to support 
Navigators to be responsive 
to clients’ immediate needs.

For example, here’s an 
excerpt of a script with 
sample questions to pose 
each time they meet with a 
client. 



Resource Library…

● Includes valuable information 
on 36 topics, nested across 6 
common concerns

● Prioritizes content that is most 
timely and relevant for 
communities now

● Provides Navigators with access 
to national resources and local 
(city-specific) toolkits

RESOURCE
LIBRARY

● National 
Resources

● Local Toolkit



The next screen is excerpted from the Resource Library, 
where Navigators find useful information, next steps, and 
referrals for clients.





The Resource Library is organized into 36 topics across these 6 concerns:

● I am concerned about paying for daily living expenses
● I lost my job and/or need ways to supplement my income
● I am worried about paying back money that I owe or will owe
● I have been scammed or have worries about being scammed
● I want to know about special services or resources for me/my family
● I am looking for general guidance on how to stay well and plan ahead

Each topic is organized by: General Information

Who can get this support?

How can they get this support?

What can callers do next?



The Compass training created 
by CFE Fund was…

● Focused on the database 
Navigators use before, 
during, and after each client 
session

● Integrated into the online 
course, so that Navigators 
could visualize using the 
platform during client 
sessions 

ON DEMAND
COMPASS 
TRAINING

● A set of short 
videos, with 
screenshots



The Impact



In June 2020, the Navigators’ 
learning program went live! 
Nearly 50 people across 10 
partner cities requested to start 
the program immediately – 
even though the start date for 
their work with clients was yet 
to be finalized. As of the writing 
of this spotlight, the number 
engaged surpassed 100 -- and 
will soon expand to a 2nd 
cohort in 21 additional cities.



Our virtual launch with representatives from all cities went very well.

During the launch we immediately received a series of requests from busy 
supervisors themselves who said:

I also want to take the training. This will help me to support to my 
Navigators and to also learn. We need this!

All of them have registered. 

After the launch we got the following note from a CFE Fund leader:

The training went really well! Thanks so much GLP team – not only for 
the content but also for your technique running a very large group 
call. It’s a hard  thing to do and you guys do it so well. Great job!



And here is some initial feedback we’ve received on the learning program 
from Navigators….

"The training was interactive and easy to use"

"I liked the short topics and frequent quizzes"

"I found it helpful to have the Resource Library broken down from the 36 
into 6 manageable key likely concerns"

"I like how the resource guide is put together with the functionality it has 
to navigate between the topics and getting back to the table of contents"



CFE wisely requested that GLP build 
learning evaluation into the program 
from the start. We did so through a 
series of self-checks, two-part final 
evaluations, and support sessions 
for each Navigator.

We are keen to track results, and to 
marry these with the data that will be 
collected around each Navigator/ 
client interaction.



We expect that this program will not only help community 
members swim in these tumultuous waters, but, most 
importantly, will help them to know they are not alone!


