
Getting the Most Out of Unite Us: 
A Quick Guide for CBO Partners
Simple best practices to help you serve clients quickly and effectively
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Why This Matters

Every action you take in Unite Us helps connect someone to care. Following these best 

practices keeps referrals moving, strengthens partnerships, and ensures clients get the 

support they need without delays.



1. Start Here: Take Action on Every Referral

When you receive a referral, it will appear in:

Inbound Referrals → Needs Action

👉 The most important step is simple: don’t let referrals sit.



What to do:

Open the referral

Click Take Action

Choose the option that fits your next step

Your options:

Accept → You can help and the client is eligible

Reject → You cannot help or the client is not eligible

Hold for Review → You need more time to decide

Send → Another organization may be a better fit

Best practice:  Take action within 2 business days

2. Accept vs. Reject: A Quick Tip That Makes a Big Difference

This is one of the most common areas of confusion.

✅ Accept the referral if:

The client is eligible

You have the capacity to serve

Even if you cannot reach the client:

Accept the referral

Try outreach (at least 3 times)

Close the case as “Unresolved – Unable to Contact”



❌ Only reject if:

The client is not eligible

Your organization cannot provide the service

💡 Rejecting sends the referral back and can delay care. Accepting keeps things moving forward.

Do you want to learn more about Taking Action on Inbound 

Referrals? Here is a direct link to our microcourse in Unite Us Learn: 

https://learnsso.uniteus.com/learn/enroll/132ed171-ad57-4aec-a513-

d522b3825254

3. Reaching Clients

Once you accept a referral, outreach is the next step.

Best practices:

Try to contact the client within 1 week

Make at least 3 attempts over 10 days

Consider varying outreach by contacting at different times of day (for example, morning 

and afternoon) and trying different kinds of contact methods when possible, such as 

phone calls, texts, and emails

Document each attempt in the case notes

If the client does not respond, you can still close the case appropriately after outreach by marking 

the case as “Unresolved – Unable to Contact”.

https://learnsso.uniteus.com/learn/enroll/132ed171-ad57-4aec-a513-d522b3825254
https://learnsso.uniteus.com/learn/enroll/132ed171-ad57-4aec-a513-d522b3825254


4. Keep Everyone in the Loop with Notes

Notes help the entire care team understand what is happening.

Add a note when:

You contact the client

Services are provided

There are updates or delays

Tips:

Keep notes clear and timely

Avoid including sensitive or protected information

If a case stays open for a while, add regular updates

5. Closing the Loop: Close Every Case

Closing a case is how you let partners know what happened.



Close a case when:

The client received services

Or you could not reach them after outreach

When closing:

Select Resolved if the client received the services needed. 

Note: This includes instances where your organization did not provide the services, but 

you identify the client was able to resolve the need on their own

Select Unresolved if the client did not receive the services needed

Add a short note explaining the outcome

 Best practice:  Close cases within 2 business days of learning the outcome (and do your best 

not to select “Other” as the outcome, if possible.)

Do you want to learn more about Managing and Closing Cases in 

Unite Us? You can access the following courses within Unite Us 

Learn: 

Managing Cases in Unite Us 

https://learnsso.uniteus.com/learn/enroll/37e23a13-cb43-4061-8c0a-

07a41ac548f9

Closing the Loop - Choosing Resolutions and Outcomes 

https://learnsso.uniteus.com/learn/enroll/e5328f07-57ed-47b4-8de4-

488078de6bf1

6. Keep Your Programs Up to Date

Accurate program information helps ensure you receive the right referrals.

An Organization Administrator can make updates when:

A new program is available

A program is at capacity

A service is temporarily unavailable

You no longer offer a service

Information changes such as hours or 

eligibility criteria

https://learnsso.uniteus.com/learn/enroll/37e23a13-cb43-4061-8c0a-07a41ac548f9
https://learnsso.uniteus.com/learn/enroll/37e23a13-cb43-4061-8c0a-07a41ac548f9
https://learnsso.uniteus.com/learn/enroll/e5328f07-57ed-47b4-8de4-488078de6bf1
https://learnsso.uniteus.com/learn/enroll/e5328f07-57ed-47b4-8de4-488078de6bf1


How to update:

Go to the gear icon → Programs → Edit Program

🔑 Only Org Admins can make these changes. If you are unsure who your Org Admin is, Unite Us 

support can help.

Do you want to learn more about Updating Program information? 

Here is a direct link to our microcourse in Unite Us Learn: 

https://learnsso.uniteus.com/learn/enroll/6e08b7ef-60b6-4f24-9994-

f80d9b3862aa

https://learnsso.uniteus.com/learn/enroll/6e08b7ef-60b6-4f24-9994-f80d9b3862aa
https://learnsso.uniteus.com/learn/enroll/6e08b7ef-60b6-4f24-9994-f80d9b3862aa


  7. Communicate with Your Partners

Have a question about a referral? You can message other providers serving the client directly in 

the Unite Us platform.

How:

Open the referral or case

Click Message Care Team

This is a quick way to:

Clarify details Ask questions before 

taking action

Stay aligned

with partners



Need Help? We’ve Got You Covered

Our support team is here and ready to help.

💬 Use the blue chat bubble in the bottom right corner of the Unite Us platform

📧 Or email support@uniteus.com

You can reach out for:

Access or login help

Program updates

Platform questions

Anything else you need

Learn More

Want to build your skills and confidence?

Access on-demand training:

https://uniteus.com/document/unite-us-learn-flyer-web-app/

Attend live training sessions and events:

https://events.uniteus.com/

mailto:support@uniteus.com
https://uniteus.com/document/unite-us-learn-flyer-web-app/
https://events.uniteus.com/

