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Updated September 2020 

 
WELCOMING CENTER PROGRAM GUIDE 

 
A. PROGRAM OVERVIEW 

 
The Illinois Welcoming Center Program (IWC) was launched in 2007 to model a state-operated one-
stop human service center designed to help immigrants and Limited English Proficient (LEP) individuals 
navigate state services and coordinate those state services with non-profit community social services. 
In 2017, the Welcoming Center Program transitioned to include a community-based service model that 
continues to operate as a one-stop human service center in a community setting. 
 
The main features of Welcoming Centers include: 

 
1. Welcoming Center serve as one-stop human service centers that provide 

comprehensive and holistic case management and service coordination to immigrant 
and LEP populations in a linguistically, culturally sensitive manner. 

2. Welcoming Centers are familiar with benefits and services provided by state and federal 
agencies as well as social service agencies and connect individuals to appropriate 
services as needed through case management or referral. 

3. Welcoming Centers lead efforts to coordinate social services in their particular 
geographic location by creating Community Alliances.  These Community Alliances 
consist of meetings with local service providers to address common challenges shared in 
the delivery of services to immigrants and LEP populations and to enhance service 
effectiveness and improve service coordination.  

4. Welcoming Centers host a variety of community education workshops to help 
immigrants and LEP populations learn about their rights and responsibilities.  

 
The goals of the Illinois Welcoming Center Program are to strengthen the overall human service delivery 
system for immigrants and LEP populations and build the capacity of immigrant communities. 

 
A Welcoming Center is expected to: 

• have the necessary resources to be able to provide comprehensive, linguistically and culturally 
appropriate information about state and community services to a diverse community; 

• have a strong working knowledge of the target population’s needs, knowledge of social 
casework methods, theory, techniques and principles; 

• be equipped with the resources to work cooperatively with other organizations to provide 
services and assistance to the customer; 

• have the ability to provide immediate and direct assistance for a range of problems including 
mental health issues, substance abuse, homelessness, hunger, and unemployment;  

• serve walk-in customers as well as refer customers from other IDHS offices, community 
providers, or community members. 

 
B. COMMUNITY-BASED WELCOMING CENTER IMPLEMENTATION 
 
The Illinois Welcoming Center program has been operated by non-profit organizations and local service 
providers since 2017.  Each provider is unique with its own set of services available in house and 
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linkages with public and private services in the community.  For some providers, Illinois Welcoming 
Center funding represents a small percentage of the overall budget.  These agencies are already 
providing several critical services to immigrants, such as healthcare, childcare, employment, domestic 
violence, aging, housing, food pantry, etc.  For a few other providers, Illinois Welcoming Center funding 
represents a significant percentage of the agencies’ operating budget and service offerings.   
 
The Welcoming Center model allows for flexibility in program and service design and each provider is 
expected to incorporate Welcoming Center resources and services to fit its own operations.  To protect 
the integrity and unique value of the IWC program model, IDHS has worked closely with all IWC 
grantees in FY20 to make sure that the program reports address the common errors: 
 
1. Avoid duplication of service count – Clients cannot be reported as receiving Welcoming Center 

services if they come to the agencies for services already funded by another source of funding, 
such as childcare, health service, food pantry, New American Initiative, Immigrant Family Resource 
Program, etc.  The best approach to confirm if the service should be included in the Welcoming 
Center program report is to ask the question:  Would the client receive this service without 
Welcoming Center funding?  If the answer is yes, do not include the client and service in the 
program performance report. 
 

2. Appropriate client count – The report asks for the number of members in the family of the client 
served.  To the extent that the service (such as housing or food pantry) provided benefits the whole 
family and the information on family members are known, agencies can claim the entire family as 
clients benefited from IWC services.  If the service is provided only to the client, not the whole 
family (such as case management), only the client served should be credited with IWC service. 

 
3. Clients served and referrals made – Since a client can be referred to more than one service, the 

report form separates the count of clients served and referrals made so that the agency can be 
appropriately credited for the work done. 

 
4. Workshop participants vs. students in programs – Workshops are envisioned to be a one-time 

education opportunity on a topic of importance to the clients.  Clients may attend multiple 
workshops, but each workshop would either cover a different topic for the same client, or the 
same workshop can be provided to different clients.   
 

C. SERVICE DEFINITIONS AND OUTCOME MEASURES FOR THE PROGRAM 
 
Illinois Welcoming Center grantees are required to make program projections and report services 
provided on a monthly basis to ensure that the program is making progress toward program goals.  In 
order to ensure that there are clear and consistent service definitions and outcome measures across all 
grantees, the following program/service definitions are provided.  
 

1. Geographic Coverage – Each Illinois Welcoming Center grantee serves a specific geographic area 
in the state where there is a high number of immigrants.  Each IWC grantee is expected to 
establish a Community Alliance, host meetings for social service providers to address common 
challenges shared in the delivery of services to immigrants and refugee, inform the community 
of its Welcoming Center services, receive referrals from local organizations and also to make 
referrals to appropriate services in the community to enhance service effectiveness and improve 
service coordination 
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2. Target population(s) served and language(s) covered –It is expected that each IWC grantee has 

linguistic and cultural capacity to provide bilingual and bicultural services to the target 
populations identified in the contract with IDHS.  If the bilingual and bicultural capacity is not 
available in-house, it is expected that IWC have access to other interpretation/translation 
services via phone, or by making appropriate referrals to agencies in the community that can 
serve the clients with bilingual service needs. 

 
3. Total number of unduplicated number of clients proposed to be served for the project period 

– Because individuals and families served in the IWC program can receive multiple services, such 
as information referrals and case management and workshop, it is important for each IWC 
grantee to be able to project and report on the total number of UNDUPLICATED NUMBER of 
clients served.  This information will allow IDHS to determine the scale and reach of each 
program in the community the IWC is located.  The UNDUPLICATED NUMBER must represent 
the actual number of clients served (exclusive of their family members) and the agency must be 
able to document each UNDUPLICATED client via intake form, sign-in sheet or service track 
record. 

 

4. Monthly Service Reporting – IDHS has updated the service reporting form to clarify each service 
measure: 

 

a. Number of UNDUPLICATED clients served monthly – IDHS assumes that each month each 
IWC will serve both new clients as well as on-going/returning clients.  New clients are those 
who have not been seen by the agency previously.  On-going/returning clients are those 
clients whose service needs and solutions may take multiple months to address requiring 
the IWC to meet with them over more than one month.   

 

b. Case Management Services – For clients that with multiple service needs or facing urgent 
crisis, the expectation is that case management services will be provided to the client, which 
will include comprehensive intake and assessment, case management/counseling, linkages 
with in-house or external services, follow-up services and problem resolutions.  The 
assumption is that persons served with case management services would be engaged with 
IWC staff more intensively than those only seeking information and referral services. 

 

c. Crisis Intervention – Crisis is defined as a situation where a person is facing challenges 
which cause instability and could be life threatening.  Examples of crises include 
eviction/homelessness, job loss, deportation, etc.  IWC must provide timely intervention to 
stabilize the client’s conditions and help find immediate solutions. 

 
d. Information and Referral Services – Given that IWC is designed to be a one-stop center 

where immigrants could come in with a variety of needs, IWC grantees are expected to 
provide information that can assist and direct clients to the right service that can meet their 
needs. If the clients are directed to services in-house, do not count the information and 
referrals for in-house services since the clients most likely come to the agency for those 
services naturally.  Report only information and referral services to external resources. 

 
If IWC is unable to conduct intake and assessment with clients before the information and 
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referral service is made and if the client is a walk-in or only contact the IWC via phone only, 
IWC grantees must be able to at the minimum document name of clients, service requests 
and referral(s) made in order to be credited for the services provided. 

 

e. Workshops/Community Education – The purpose of the workshops is to help immigrants 
obtain information on subject matters that help improve their knowledge on issues 
important to their successful integration to life in the U.S. and build the capacity of 
immigrant and refugee communities. The updated list of topics is included in attachment A.  
Within each general topic, there may be additional sub-topics that would further expand the 
knowledge of the immigrants.  For example, under Health and Mental Health, there could 
be workshops on the importance of vaccinations for children, prenatal care for pregnant 
women, etc.   
 
- Special note: Information and orientation about Welcoming Center services cannot be 

counted as a workshop topic. 

 

f. Community service coordination, planning and building alliances – The Illinois Welcoming 
Center program model requires that grantees have a formal Community Alliance process in 
place to meet and work with local stakeholders who share mutual interest in serving 
immigrants effectively.  Documenting the number of meetings held and the community 
partners engaged is important to strengthen the effectiveness of the IWC grantees in 
serving as a one-stop service center with linkages to all community resources. Meetings with 
IDHS staff regarding the administration of an agency’s IWC program should not be counted 
as a community meeting in this category. 

 
g. Outreach-Based on feedback and discussion with IWC’s IDHS will now encourage IWC’s to 

report the outreach activities they conduct to attract immigrants to the IWC program. IWC’s 
that conduct outreach activities such as going to churches, schools, workplaces and public 
events to advertise their services should report their outreach activities. We recognize that 
some IWC’s need to do more outreach than other IWC’s depending on their history, 
geography and community needs.   
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APPENDIX A - POTENTIAL WORKSHOP TOPICS 
 

As newcomers, immigrants/refugees will benefit from having the following basic knowledge about their 
rights and responsibilities in the U.S. and Illinois. 
 

1. Know Your Rights  
Covers U.S. laws that are most important for immigrants/refugees; of special interest are family 
reunification, adjustment of status, DACA and citizenship.  Explains the structure of city, county, 
state and federal government and the rights and responsibilities of all residents of the United 
Stated to be involved in their community and advocate for their rights regardless of their 
immigration status.  For example, all children have the right to an education regardless of 
immigration status.  Immigration officials cannot enter your home without a signed warrant. 
And all individuals accused of a crime have the right to an attorney regardless of immigration 
status.   
 

2. Community Services 
Includes an overview of social service agencies in the community.  Provides information on 
public benefits available as well as privately-funded services that may be available to 
immigrants/refugees such as food banks and local charitable services. Provides information on 
local schools, public parks, recreation centers, libraries, youth centers and how to stay involved 
with local community-based organizations. 

 
3. Housing  

Familiarizes immigrants/refugees with housing types and costs, ways to find low-cost housing, 
and housing leases and laws.  Includes information on homeless prevention services and IDHS 
cash assistance programs. Includes information on tenant rights, how to navigate an eviction 
and a mortgage foreclosure. Refers immigrants to housing agencies and/or legal aid agencies to 
resolve housing issues and prevent homelessness.   

 
4. Health  

Provides the basic facts of U.S. health care, contrasting it with health care in the countries of 
origin; the importance of health insurance and other healthcare options. Includes information 
on free, low-cost and sliding scale health clinics, Federally Qualified Health Centers and county 
clinics and hospitals. Includes information on how to apply for Charity Care from private 
hospitals.  For those in Cook County includes information on how to apply for CountyCare. 
Provides information and resources related to pre-natal care, pregnancy and infant care such as 
WIC and Moms & Babies.  

 
5. Mental Health 

Introduces the concept of counseling and community mental health resources. Provides 
information on substance abuse intervention, treatment and rehabilitation services provided by 
Substance Use Abuse and Recovery (SUPR)  

 
6. Employment  

Covers topics such as the job search, job interviews, types of U.S. jobs, employment benefits, 
and legal documents needed for employment. Includes information on wage and hour laws, 
minimum wage, health & safety laws, the right to unionize, anti-discrimination laws, disability 
rights and orients immigrants with the Illinois Department of Labor, the Illinois Department of 



 
 

6 

Human Rights and organizations such as Worker Centers that can help workers navigate their 
rights on the job. 
 

7. Education  
Familiarizes immigrants/refugees with educational opportunities for adults and children in the 
United States. Emphasizes that all children have the right to an education regardless of 
immigration status.  Includes information on the rights of English Language Learners (ELL) and 
the Individuals with Disabilities Act which requires an Individualized Education Program (IEP) for 
student with specialized education needs.  Familiarizes immigrants with the concept of a school 
board, local school councils, parent involvement groups such as the PTA and the Illinois State 
Board of Education (ISBE). 

 
8. Childcare Assistance 

Familiarizes immigrants/refugees with childcare option and childcare assistance programs. 
Provides information on the Childcare Assistance Program (CCAP) that helps low-income, 
working families to access affordable, quality child care that allows them to continue working 
and contributes to the healthy, emotional and social development of the child. 

 
9. Disability  

Provides information regarding disability rights and the resources available through the 
Department of Disability and Rehabilitation (DDR) including Early Intervention (EI) for children 
ages 0-3, educational services for all ages and employment services for adults.   

 
10. Language Acquisition  

Emphasizes the importance of maintaining your native Language while learning English and 
addresses the ways in which being bilingual can benefit successful social and economic 
integration for immigrants and their children.  
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