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  1/1/25-
6/30/25 

7/1/25-
6/30/26 

7/1/26-
6/30/27 

7/1/27-
6/30/28 

7/1/28-
6/30/29 Total Contingency Not to 

Exceed 
DAS $124,500  $217,500  $186,000  $186,000  $186,000  $900,000  $90,000  $990,000  
DPH -  $240,500  $195,500  $195,500  $195,500  $827,000  $82,700  $909,700  
Totals $124,500  $458,000  $381,500  $381,500  $381,500  $1,727,000  $172,700  $1,899,700  

 
Background 
There is a clear and evident gap in the San Francisco community of a 
singular and easy to use tool to both find and utilize local resources to 
address social needs. In 2018, the Department of Disability and Aging 
Services (DAS) completed a comprehensive needs assessment of the 
services offered to older adults and people with disabilities. During the 
data collection process, community stakeholders described the challenges 
of finding information regarding local services and supports. Several 
stakeholders expressed the need for an Online Resource Directory (ORD), 
including Community-Based Organizations (CBOs), health care providers, 
clinicians, staff, service providers and the community at large. In addition, 
several workgroups of the Long-Term Care Coordinating Council, 
including the Palliative Care and Dementia Care Workgroups, as well as 
the Age and Disability Friendly Task Force have expressed interest in a 
dynamic and interactive resource directory. 
 
The Department of Public Health (DPH) also expressed an interest in a 
dynamic and interactive resource directory. DPH found that its needs for a 
platform to help connect clients to services, resources, and providers 
citywide can also be met by Findhelp. As a result, DAS and DPH will use 
the same vendor for this service. 
 
Services to be Provided 
Findhelp will develop separate Online Resource Directories (ORD) for the 
Department of Disability and Aging Services (DAS) and the Department 
of Public Health (DPH). The ORD will also coordinate electronic referrals 
and case management tasks in DAS and DPH’s existing systems of 
records. 
 
These resource directories will be developed by Findhelp through 
partnerships with local organizations, including 211s and United Way 
Worldwide, and will both be supported and maintained by Findhelp’s 
Ongoing Customer Support team. 
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For a detailed breakdown of service components, please see Appendices A 
and A-1: Services to be Provided. 
 
Selection 
Contractor was granted a Sole Source Waiver approved on October 24, 
2024.  
 
Funding 
Funding for this contract is provided through County General Funds. The 
funding for DPH will be provided by workorder agreement between the 
two departments.  
 
 
ATTACHMENTS 
Appendix A – Services to be Provided – DAS 
Appendix D – Calculation of Charges – DAS 
 
Appendix A-1 – Services to be Provided – DPH 
Appendix D-1 – Calculation of Charges – DPH 
 
Sole Source Waiver 
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Appendix A 
Services to be Provided 

FindHelp 
 

Online Resource Directory 
January 1, 2025 – June 23, 2029 

 
 

I. Purpose of Contract 
The purpose of this contract is to provide an online resource directory (ORD) to help connect 
San Francisco older adults and adults with disabilities to services, resources, and providers 
citywide. The ORD will serve as a searchable repository of resources spanning a wide range of 
service domains, including healthcare, housing, caregiving assistance, public benefits, and social 
and recreational spaces. 
 

II. Definitions 
 

   
CBO  Community Based Organization 
   
Contractor  FindHelp 
   
COIT  Committee on Information Technology  
   
DAS  Department of Disability and Aging Services 
   
DPH  San Francisco Department of Public Health 
   
IT  San Francisco Human Services Agency’s 

Information Technology Department 
   
ORD  Online Resource Directory 
   
PHI  Protected Health Information 
   
PII  Personal Identifiable Information  
   
REaL  Race, Ethnicity, and Language  
   
SDoH  Social Determinants of Health 
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SFHSA  
  Human Services Agency of the City and County 

of San Francisco 
 

Service Unit  Deliverables, See Scope of Work 
   
SOGI  Sexual Orientation and Gender Identity 

 

III. Target Population 
 
This program is designed to serve all ethnicities and populations, with focused expertise to 
promote the unique cultural needs which have been identified as demonstrating the greatest 
economic and social need:  
1)         Persons with low income 
2)         Persons who are socially isolated 
3)         Persons with limited English-speaking proficiency  
4)         Persons from communities of color 
5)         Persons who identify as LGBTQ+ 
6)         Persons at risk of institutionalization   
 
The target audience will be individuals seeking services and/or resources for older adults and 
people with disabilities in San Francisco, various City departments (i.e DAS, DPH, HSA, etc.), 
independent healthcare organizations in San Francisco (Kaiser, Common Spirit, UCSF, Chinese 
Hospital, etc.), the San Francisco Veterans Administration (VA), and other private agencies. 
 
IV. Description of Services 
 

Contractor shall provide the following services during the term of this contract: 
 
This Statement of Work defines the effort to develop an Online Resource Directory (ORD) for the 
Department of Disability and Aging Services (DAS) at the Human Services Agency for the City 
and County of San Francisco. 
 
Project Task #1: Online Resource Directory (ORD) Project Management 
 
Task #1 Deliverables 

- Prepare project plan and strategy to include at least but not limited to the following: 
o Timeline 
o Identify activities. 
o Identify milestones. 
o Identify deliverables. 
o Assign resources. 
o Provide estimates. 
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o Conduct regular status meetings. 
o Schedule testing in a preproduction environment and launch to production 
o Create and schedule training.  
o Reports 
o Post-launch plan 

 
Project Task #2: Public Resource Directory Configuration and Customization 

- Customize look and feel according to DAS and SFHSA brand standards 
- Configure landing page and service categories/menu taxonomy 
- Flag programs as prioritized, included, and excluded in the resource directory 
- Develop, host, and maintain website based on business and functional requirements 

sections below, as well as any new requirements identified in project task #2. 
- Where applicable, work with HSA to integrate/embed online resource directory with HSA 

and/or CCSF websites. 
 
Task #2: Deliverable 

- A fully functional website in a pre-production environment that meets all the functional, 
business, security, and design requirements listed in requirements sections. 

 
Project Task #3: Integration with HSA/DAS System of Record (SoR) 
Work with HSA/DAS and external vendor to develop and implement technical integration that: 

o Captures data about referrals through FindHelp in the SoR 
o Allows DAS staff to refer through FindHelp within the SoR 
o Notifies DAS about received referrals from FindHelp 

 
Task #3: Deliverable 

- Launch based integration between SoR and FindHelp that meets all functional, business, 
security, and design requirements listed in the requirements section 

 
Project Task #4: Training for internal users at HSA/DAS  
Develop, document, and provide training to internal DAS and HSA staff to searching and 
navigating resources and referrals within the system 

- Develop, document, and provide training to internal DAS/HSA staff to  
o Configure landing page and service categories/menu taxonomy 
o Flag programs as prioritized, included, and excluded in the resource directory 
o Report erroneous information 

- Develop, document, and provide training to internal DAS/HSA staff to use data and data 
tools 

 
Task #4: Deliverable 

- Training toolkits 
- Conduct & record training sessions 
- Provide recorded trainings to HSA for duration of contract 

 
Project Task #5: Training for Community-Based Organizations, Resources, Providers 

- Develop, document, and provide training to Community Based Organizations to find 
resources and make referrals within the software 

- Develop, document, and provide training to use data and data tools 
- Develop, document, and provide training Report erroneous information 
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Task #5: Deliverables 

- Training toolkits 
- Conduct & record training sessions 
- Provide recorded trainings to HSA & CBOs for duration of contract 

 
Project Task #6: End User Support 

- Develop and document process to provide technical support to end users. Proposer must 
have a documented process to provide technical assistance to online users. The document 
is to be referred to as End User Support Agreement. 

 
Task #6: Deliverables 

- End User Support Agreement.  
- Customer Technical Support Agreement. 

  
Project Task #7: Contractor Responsibilities 

- Develop and document processes for supporting HSA (IT and DAS) with technical and 
administrative help. Proposer must have a documented process for aiding HSA IT and DAS 
with technical escalation and assistance.  The document is to be referred to as Service Level 
and Client Support Agreement. 

- Establish and document contractor ongoing support responsibilities for maintaining and 
upgrading website, including software patching, mitigating compliance and security issues, 
upgrading, and monitoring the website performance.  

- Establish and document process to notify HSA about upcoming feature and usability 
changes 
 

Task #7: Deliverables 
- Service Level and Client Support Agreement. 

 
Project Task #8: Access to Data 

- Provide SQL database access to all underlying data 
 
Task #8: Deliverables 

- Integration into HSA/DAS system of record 
- Comprehensive data dictionary and data model 
- Access to FindHelp dashboards 
- Data should be refreshed at least daily and meet the following requirements at a minimum: 

o Visibility into the activities of CBO network 
o Visibility into DAS activities (this may be accomplished through SoR integration) 
o User activity data about: 

 Volume 
 User searches (volume and free text), reporting on searches with 0/low 

results 
 Referrals, including completion rate 
 Saves/shares/notes 
 Suggestions/reports on incorrect information, as well as time to remediate 

o Ability to segment data (where available) on: 
 Location (zip code/neighborhood) 
 Demographic information (could be on a user record level or filter usage 

within the tool) 
 Language usage (site translation and resource language) 
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Public Benefits – including CalFresh, Medi-Cal, general assistance, etc. 
Public Administrator – investigates and resolves the estate of people who die without known 
next of kin 
Public Conservator – provides mental health conservatorship due to grave disability 
Public Guardian – conservatorship to people who are substantially unable to provide for their 
own personal needs 
Technology Resources and Training – customized training, provision of loaner tablets and 
training and technical support 
Veteran Services – benefits and supportive services available to veterans and their dependents  
Village Programs – non-site-based community and neighborhood networks 
Volunteer Services – programs and services available for volunteer opportunities 
Wellness & Exercise – physical fitness 
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Appendix A-1 
Services to be Provided 

Findhelp 
 

Closed Loop Referral Platform & Closed Loop Referral Implementation 
July 1, 2025 – June 30, 2029 

 
 
 
I. Purpose of Contract with Findhelp is to enable a Closed-Loop Referral process between San Francisco 

DPH and community agencies. Findhelp will integrate with DPH’s EHR, Epic, to provide the 
connection to community resources for the patients’ social needs and ensure that the patient receives the 
services they need. 

 
 
II. Definitions 
 

City City and County of San Francisco, a municipal 
corporation  

Contractor Findhelp 
DPH San Francisco Department of Public Health 

DAS San Franscisco Department of Disability Aging 
Services 

HSA San Francisco Human Services Agency 

Closed Loop Referral 

A closed-loop referral is a system process that 
connects SFDPH patients with community resources 
and tracks whether they receive the services to which 
they were referred. It's often used to address health-
related social needs, such as food insecurity, housing, 
or transportation issues.  

Social Determinates of 
Health (SDoH) 

Social determinants of health (SDOH) are the non-
medical factors that affect a person's health and 
quality of life. These factors include the conditions in 
which people are born, grow, work, live, and age, as 
well as the broader systems that shape their daily lives. 

CBO Community-Based Organization 
EHR Electronic Health Record. DPH uses the Epic EHR. 

CRD 

Community Resource Directory. This is a specific 
feature within the Epic EHR that formats and presents 
community resources, service details, and contact 
information within the Epic EHR system.   

CRN 

Community Resource Network. This is a specific 
feature within the Epic EHR that utilizes HL7 FHIR 
APIs to communicate Closed-Loop Referral 
information to third-party applications such as 
Findhelp. 

Docusign Envelope ID: 42F8910E-3F95-4ABC-A28C-76AB5000E0A6



                    Findhelp 
DPH Closed-Loop Referral 2 of 8    Appendix A-1 

HL7 
Health Level 7 is a set of international standards used 
to provide guidance with transferring and sharing data 
between various healthcare providers. 

FHIR 
Fast Healthcare Interoperable Resources is set of rules 
and specifications for exchanging electronic health 
care data. 

API 
Application Programming Interface is a set of 
protocols and definitions that allow software 
applications to communicate with one another.  

CalAIM 
California Advancing and Innovating Medi-Cal is a 
five-year initiative by the California Department of 
Health Care Services. 

Enhanced Care Management 
A sub-program under CalAIM that provides for case 
management services for covered members of the 
health plan. 

Community Supports 
A sub-program under CalAIM that provides for 
referral-based, non-health care services for covered 
members of the health plan. 

 
III. Target Population 

This program is designed to serve all ethnicities and populations, with focused expertise to promote the 
unique cultural needs which have been identified as demonstrating the greatest economic and social 
need: 

• CalAIM Patients that qualify for Enhanced Care Management and Community Supports 
• Patients in the Whole Person Integrated Care (WPIC) Program 
• Patients in DPH Behavioral Health Pprograms 
• Patients in DPH Primary Care and Specialty services with SDoH needs 

 
IV. Description of Services 

Findhelp shall provide the following services during the term of this contract: 
 
 
EnterprisePlus Initial Launch Professional Services 
The EnterprisePlus Initial Launch Professional Services fee supports network landscape analysis, project 
discovery, workflow design and configuration, and implementation for DPH users.  The implementation 
line item covers the implementation of the EnterprisePlus Platform. The implementation timeline is to 
be mutually determined by DPH and Findhelp; the total implementation period shall not exceed 6 
months from the start date (as mutually agreed upon). 
  
EnterprisePlus Platform & Included Platform Support 
The EnterprisePlus Platform & Included Platform Support fee covers web-based license to the Findhelp 
platform as well as account management, training, and technical support.  This fee also supports access 
to and maintenance of the coordinated community network powered by the Findhelp platform. 
EnterprisePlus Platform incudes the Findhelp's Closed-Loop Referral functionality. 

 
Ongoing Customer Support  
Ongoing customer support provides quarterly executive business review with a Findhelp Customer 
Success Manager (CSM). Includes metrics review, goal setting, and action planning with Customer 
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VIII. Fiscal Guidelines 

Availability of Funds to support this contract may be available through CalAIM Incentive Payment 
Program (IPP). 
 
 

IX. Data Collection and Reporting Requirements 
Findhelp will provide a monthly report of activities referencing the tasks as described in Section IV & 
VI covering the implementation period and implementation deliverables.  
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Calculation of Charges 

 
FindHelp 

DAS Online Resource Directory 
January 1, 2025 – June 30, 2029 

 
Annual Fees Year 1 

(6 months) 
1/1/25 – 6/30/25 

Year 2 
7/1/25-6/30/26 

Year 3 
7/1/26-6/30/27 

Year 4 
7/1/27-6/30/28 

Year 5 
7/1/28-6/30/29 

EnterprisePlus Platform 
 
One (1) Customer Branded 
Staff Site and 

 
One (1) Customer Branded 
Community Site 

$62,500 

($125,000 per 
year) 

 

$125,000 per 
year 

 

$125,000 per 
year 

 

$125,000 per 
year 

 

$125,000 per 
year 

 

System of Record Integration 
(Launch) 

Pending System of Record 
Included at no additional cost with the Enterprise Platform Subscription. 

SQL Database Access 
Access to Raw Data 

$6,000 
($12,000 per 

year) 

$12,000 per 
year 

$12,000 per 
year 

$12,000 per 
year 

$12,000 per 
year 

Included Platform Support  
 
In addition to ongoing updates, 
standard support and 
maintenance and updates of the 
findhelp Platform. 

 

Included with Platform Subscription 

Ongoing Customer Support 
 
With collaboration and 
cooperation from the Customer 
team. 
 
 

$6,000 

$24,000 per 
year for 

EnterprisePlus  

Discounted 
$12,000 to 

$12,000 in year 
one.* 

 

$18,000 per 
year for 

EnterprisePlus  
 

$24,000 per 
year for 

EnterprisePlus  
 

$24,000 per 
year for 

EnterprisePlus  
 

$24,000 per 
year for 

EnterprisePlus  
 

Community Engagement - 
Partnerships Launch Package 

 
SFHSA’s 65 contracted partners 
can claim their CBO listing and 
CBO user account on findhelp 
and leverage all of the CBO 
Tools for free.  This CE 

$50,000 
 

$100,000 year 
one.  Year two 

includes ongoing 
CE support for 

$25,000 per year 

$62,500 $25,000 $25,000 $25,000 
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Custom Development $225 per hour 

Non-standard Integrations and 
After Hours Technical Support 

 
$150 per hour 

 

 
Ongoing Support & Services 

Customer Success Manager/Project Management - $135 per hour 
Technical Advisor/Project Management - $150/hour 
Custom-scoped Community Engagement Support - $135 per hour 
Reporting Services - $150 per hour 
Executive Advisor - $250 per hour 

Community Engagement - 
Professional Services Advanced 

Support 

$66,000 per year 

Upgrade to Community 
Engagement -Professional 

Services – 
Upgrade to Augmented Support 

 

$54,000 per year 

*requires first purchasing the Community Engagement Professional Services 
– Advanced Support Level 

Professional Services Priced based on scope of work 

Travel Expenses As incurred, subject to the City’s Travel Policy Guidelines 

 
Additional Staff Trainings Virtual Staff Trainings: $250 per training 

Onsite Staff Trainings: $250 per training + Travel and Expenses 

 
Invoice  Schedule  (Annual  Invoicing):  Invoicing should follow the terms and format specified in the agreement. City 
requires that purchase order first be issued prior to vendor invoicing. Purchase Orders are issued at the beginning of each 
fiscal year (July 1) and should be sent to ar@findhelp.com. The purchase orders will contain all Included Subscription and 
Platform Fees, One-time Fees, and any ordered Additional Optional Features & Services for the 12-month period covering 
the full fiscal year. Findhelp invoices must reference the purchase order ID. Subscription  Services  (any  items  with  
recurring  fees)  added  during  a  Subscription  Term  will  be  invoiced  at  an  amount  prorated  to  the  Customer’s  next  
occurring  annual  invoice  date,  and  all  other  items  will  be  invoiced  as  ordered  or  otherwise  mutually  agreed  in  
writing.  Ongoing  customized  Services  and  Travel  (if  applicable)  are  billed  monthly. All undisputed amounts on 
invoices are due within thirty (30) days of receipt by Customer. 
 
 
Billing  Information:  SFDPH will provide a  person who will  be  the  main  Customer  contact  for  all  billing  and  
payment  communication.  Changes  to  this  contact  must  be  made  by  emailing  ar@findhelp.com  with  new  contact  
information. 
 

• Invoices should be sent to EHR.invoices@sfdph,org 
• The primary point of contact for invoices is Natasha Lalani, natasha.lalani@sfdph.org 
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P.O. Box 7988 

San Francisco, CA 

94120-7988 

www.SFHSA.org 

Justification for Sole Source: Admin Code 21.30: Proprietary Software 

Licenses and Support and Proprietary Equipment Maintenance. / Admin Code 

21.5(b): No substitute for Product/Service and Only One Source 

Compliance:  12B compliant and an approved City Supplier. 

 

 

 

___  Approved  ___ Disapproved 

 

 

_________________________________ 

Dan Kaplan, Deputy Director of Administration and Finance 
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