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Purpose T.0.C.

The goal of this study te learn more about what makebe MinneapolisialkIn @unselng Center
(WalkIn CC¥uccessful, in hopes of providing a guide for other groups to folltneresearchhas been
conductedto gain afundamental understanding of your organization, discovering more about your
overalloperations your strengths, your dilengesand
your aspirations

Solutions Opltimal
. Management Busi
What do the best outcomeslook like? BE s-r uginess

PRACT I

ForOrganizationgn other communities ® st
After all this work is done, we hope to provide others skjlls

with a viableblueprintfor their own communities, SUCCESS W

enablingthem to forge new inroads fodeveloping their Standard Customer”

own free munseling centers. Quality
s Improyemen

ForWalkIn Counseling Center

During our study we typically come across a few areas
that prompt us tothink about plausible ways that méelp
you toimprove your current state of operation. We wdiscusssome of those points with yoand
proposerecommendd improvementsfor you to consider

ForConvergiaPlanet

Through the research that we do with you, wkan to use those insights to help develop a \able

model that will serve as both a guide and a source of inspiration for others that want to emulate the
type of services offered by Walk Counseling.



WalklIn Counseling CentefOrganization Overview T.0.C.

About the Organization
The best description of what the Wallik Counseling Center brings to the commity is found on their
website:

GC2NJ GKS LI ad np &SI N&
health counseling to help thousands of people addre
issues of dem@ssion, anxiety, chemical
abuse/dependency, trauma, domestic violence and a
variety of other emotional and interpersonal concerns

WalkeIn
Our mission is to provide free, easily accessible ment Counseling Center

health counseling to people with urgent needs and fe
service optins. Our overarching goal is to help people
stabilize during a time of crisis and resolve problems
before they become severe.

We achieve this goal by involving approximately 165
volunteer mental health clinicians each year who
provide the services. We @sfte the value of our volunteer clinic services at more than $20
million over the past 45 years.

We are, to our knowledge, the only mental health service in the nation staffed entirely by
volunteer clinicians.

LY Hnanmo 68X Depressioniand
Provided 6,342 free counsajisessions ¢ Briety arciiiie

. most common
Served unduplicated 2,111 men, women, and Lol bl

young people 4 % Sissues in thelhS
Engaged 164 volunteer counselors, team

consultants and receptionists
Provided 13,894 hours of service at an estimatgs
@ tdzS 2F bPyHcIpdhpt

History
A more comprehensive article on WalkHisbry is available below, also listed on their website.
19692009: Forty Years of Leadership and Innovatity Gary Schoener, Executive Director



http://www.walkin.org/sites/default/files/walk-ins_history.pdf

Website

The Walkin organtation s pur pose, s er vieldadnedama dodumentedrotheir c es ar

website www.walkin.org Having a strong presence online isessential stepgproviding the community
with quick and easy access tattinformation.The followingoutline depicts a igh level review of ta
primarycategories found on their home page:

1. History of success Do you or someons

2. Clear statement of what they = P—
provide Sreen Get free counseling.

3. Hours of operation e

4. Address |

5. Phone number -

6. About Us —_—

7. Counseling Services K

8. Volunteaing @ﬁ?ﬁms i S

9. Consultation & Training Institute

10. Crisis Resources =

11. Resources for Professionals R e ——

12. News et e i i et

13. Support Us s SR i

14. Contact Us e s et o i

Volunteers

WalkIn CQepends upon theivolunteersto run the organizationAny organization that seeks to

emulate this one, will have tearnhow to attract, train and maintain ik level of integrity and

professional expertisa&Vhi | e t hose met hods are not described
say that the Walkn organizatiorhistorically does help other organizations, proviglauvice time and
resources permitting.

Leadership and Staff

Executive Director, Mary Weeks leads the organization. Her online bio speaks to her depth of experience
and capabilities in continuing to guide the organization on a steady path of success:

Mary joined Walkin in 2010 with a broad base of experience gained duringyed® career in social

services, college teaching and nonprofit leadership. Mary received her MSW degree from the University of
Minnesota, Duluth. Prior to joining Walk Counsetig Center, she had served as executive director of

Crisis Connection and YouthLink, both located in the Twin Cities.

Thestaff at Walkin is comprised of a superlative team of professiotizdt all contrbute a great deal of
time and energy to ensure that the people who receive help at the center, are treated with respect,
anonymity, and the appropriate level of free counseling.

e


http://www.walkin.org/
http://www.walkin.org/about/staff

Fundingand other Resources
As in most nonprofit organizations, funding remmone of the biggest challenges. The strategies f

funding will obviouslyvarfly r om or gani zati on to organization, so
clear path over another.
Though funding is a daun t-thergardsang greafred @sourdzes be t oo d

nationallythat do provide extensive help supporting the funding and other needs of nonprofisy.

the Stanford Social InnovatidReview Cath A Fire (Services suppo@nd4Good(Resources} to

name a fewOther resources include: grants, crowd sourcing, corporate sponsors and local business
partners.

Educational Progmas

Another thing that sets this organization apart from others is the proactive and progressive educational

support they provide, led b§ary Schoener, Director of Wdlks Consultation & Training Institute

These pr ogrnamesus@rtictey andlo@ographs regarding the conduct and ethics of

professional mental providers as well as metahlth issues,as wel | as providing pr
support resources geared to helping the psychology professionals who volunteer theifTtiise.

educational faindation is a cornerstone of Walkn* s success, attributed to G
commitment to serving the community and this organization. Any organization that wants to emulate

this levelof educationakxcellencewill be hard pressed to dmsWhether it is educating the public,

training the staff, or promoting community awarenesaplementing a solid @ucational strategys an
imperativeinitiative for any aspiring organization

A Long History in the Community
One distinct advantage thahe Walkln CC has over others, is the
. % fact that they have been operating for 45 years now, with a deep

network of resources in the Twin Cities community. Another

§ ‘§
[ \' ) huge advantage for them is due to the fact that the Twin Cities
/ /

3 V4 have a history of social aetsm and participation, making it
““ ‘ easier to recruit interested people and foster growth over
i & . “ the years.

\ “ ﬁ“ﬁ Additional Factors Contributing to Success

In addition to the factors already mentioned, here are a few
more advantages that augment the Wdlkn  €ff@rts ® provide
he level of counseling services excellence that typifies this

organlzatlon

1. Internal meetings are convened after each day of sessions, allowing the team to share their
insights, discuss challenges, and take advantage of the leadership

2. Seminars for professional ethics are provided to the staff.


http://www.ssireview.org/
https://www.catchafire.org/
https://4good.org/
https://4good.org/

3. Supportive Crisis network thatorks with Walkin to provide additional support for people in
need. This organizations listed below are included here to illustrate the depth and types of
suppat involved.

Twin Cities Metro Area

Crisis Connection

612-379-6363

Provides phone crisis counseling service$@drs a day, 7 days a week.

Hennepin County/Minneapolis Area

COPE

612-596-1223

Community Outreach for Psychiatric Emergencies (COPE) prew@egency intervention
services 24ours a day, 7 days per week, when someone is experiencing an emotional crisis
that threatens their personal safety. To access a COPE team, cal061223. COPE
professionals will go to the person in crisis, handkeithmediate crisis, and provide a clinical
assessment. COPE can arrange for inpatient psychiatric services if necessary or admission to a
crisis shelter (during which they also provide case management for a few days). Services are
available to adults whoserisis occurs in Hennepin County; clients do not need to reside in
Hennepin County.

Hennepin County Acute Psychiatric Services

612-873-3161

24-hours a day, 7 days a week: assessment and possible hospitalization for psychiatric
emergencies. Emergency eahce at Hennepin County Medical Center, 8th and Chicago Ave.,
Minneapolis.

Ramsey County/St. Paul Area

Ramsey County Adult Mental Health Urgent Care

651-266-7900

The Adult Mental Health unit provides 2%ur phone, mobile outreach and limited waitk for
assess and services for psychiatric emergencies. Can refer to mobile crisis services in
surrounding counties.

Regions Hospital Crisis Program

651-254-1000

24 hours a day, 7 days a week: assessment for psychiatric emergencies and possible
hospitalizatio. Main hospital/Emergency entrance is at 640 Jackson St. in St. Paul.

Suburban Metro

Suburban County Adult Mental Health Crisis Intervention

Every county in Minnesota has a mental health crisis intervention outreach resource for adults.
Anoka: 7637553801

Carver/Scott: 952442-7601



Dakota: 952891-7171
Washington: 6547775222

Annual Report3ransparency
1. WalklIn Counseling Center 201EinanciaReport
2. WalklIn Counseling Center 2012 Annual Report
3. WalklIn Counseling Center 2011 Annual Report

Charities Review by Smartgivers.org
WalklIn Counseling Center Review

WalklIn Counseling Center provides free, accessible mental health counseling to people in urgent nee
without the barriers of price, paperwork, process or appointment.

Review Completed: 2/29/2012


http://www.walkin.org/sites/default/files/2012_year-end_financial_report.pdf
http://www.walkin.org/sites/default/files/2012_annual_report_0.pdf
http://www.walkin.org/sites/default/files/2011_annual_report_0.pdf
http://www.walkin.org/sites/default/files/2011_annual_report_0.pdf
http://www.smartgivers.org/Charity/Review/walk-in_counseling_center

Current State and Future State Considiens T.0.C.

Current State Access Meld

Public Access Requirements

The access to services model at the Minneapolis Walkounseling Center is based upon the
assumption that people who need counseling, can and should be able to visit the counseling center in
person, whenever thepeed help It is therefore incumbenbn the participants to takéhat stepto get
themselvedo the center This also gives the participant a way to register in their system, using a
computer on site. Angymity is provided and discussed with the participants.

Oppatunities and Benefits

1. Providing free mental health services and consultations to the community

2. Getting people the help they need on the same tteat they need help.

3. Connecting people who haveore challenging circumstances to the counseling resources the
need, asapthis include emergency help that might be required when visitors have escalating,
critical needs

4. Providing short term, ongoing treatment sessions

5. Programs such as this have inherent. albeit-alwaysmeasurablebenefitsfor the contiguous
and extendedcommunities

Future State Access Model

Future State overview andhallenges:

Building upon the Walkn Counselin@enter servicest is apparent that rmny more people can be
servedby expanding the charels of service that arsupported bythe advances in telephony and in
other new technology such as mobile access

The following diagrams depiathigh level view of plausible directiotimt psychological services could
be expanded. The current stafpiagraml) serves people at the physical location of the centdre
future state modelDiagram?) shows how the channels could open up to serve more pecpieh as

In person

Online

Landlinephones
Flipphones

Smart phones and Tablets

aprwnN PR

10



Current Stee Access ModeD(agramil)

1 I

ACCESS
In person at the
Center
ool «m 900
Walk In -. REGISTER

Online
COMMUNICATION & Counseling Center
REGISTRATION /

Using a Smart phone —

or Tablet @
oo 9N

COMMUNICATE
COMMUNICATE Using a Land-line
Using a flip-phone Phone
> Texting or calling

Future State Access Mod8liggram?)

[ L) 0\
J
Counseling
In person at the
Center
ol . 0©
\:TV a N
' Walk-In \ Counselmg
\ i / Online
Counseling \_\\Counsellng Center /
Using a Smart phone S~ -
or Tablet T

06_3\ oﬁ\

A 4 _
Counseling
Counseling Using a Land-line
Using a flip-phone Phone

= Texting or calling

[ 11




OperationdModel Expansio& Considerations T.0.C.

Expansion Challenges

Expansion of services is easier said than done, especially whaderams the expansion of service
channels to different population segments, coupled with the challenges that are faced when upgrading
and expanding into new, costly technology, staffing and appropriately trained support people. Where
does the funding com&om? This is the part that is uncleand may prevent the organization from

being able to follow through on this sort of expansion.

Other challenges arise from the controversy that exists regarding the effectiveness of these channels,
notwithstanding he studiesmentioned within this sectionf the report. This is obviously up to the
organization to study, discuss internally and arrive at their own conclusiaimch almost goes without
saying, but is important for new organizations to note as they efovward in their own initiatives, i.e.
given their own experiences, knowledge and resources, what will work best for them?

amu:nsl"““‘r

ProseEsSS
M A&K \

Strategt Objectives Alignment

The most important strategic initiatives in any organization will play a big part in deciding which
directions to take, despite the new advances in t
objectives:

Increasing the number of clients

Serving the changing needs of segments of the population
Improving the quality of services

Generating moreevenue

Donor education and inspiration

ukhwpbpE

Exploring the intersections where these objectives meet the realities of expansion challenges, we find
that it becomes a complex mix of conflated priorities, budgeting, and professional concerns. While it is
noteay to sort this all out, i1it’'s necessary to revi

12



best quality of care to the broadest populatietprovided that this is the overarching goal of the
organization. Obviously, each organization macsile opeations and scopaccordingly, or risk
deprecating their quality of service

IsOnline and other remot&herapy Effective?

What evidence is there that online therapy is effectideh t h e Myths andiRedties bf Online

ClinicalWork, it was discovered that some previously hel
examined furtheri.e. this research favors online therapy, concluding that it is effectikiat study was

conducted by the followingrofessionalsMichael Fenichel PhD, John Suler PhD, Azy Barak PhD,

Elizabeth Zelvin CSW, Gill Jones MA, Kali Munro MEd, Vagdevi Meunier PsyD, Willadere Walker

Schmucker ARNP

In another earlier study focused on studen®ary E. CohelCa & Barbara A. Ke®hD)  ¢onducted a
studyon the effectiveness of online therapy for treatmentasfxiety disorderén students and found
that there was no difference in the level of charfgethe two modes as measured by the Staeait
Anxiety Inventory.

Conversely, notable disadvantages or drawbacks include:

Many insurance policies won't cover online the
Confidentiality and privacy can become compromised

Unreliable technology carnistupt or crash a session

An online therapist lacks the ability to respond to crises that may arise

Serious psychiatric problems require more than online therapy

Inability to see facial expressions, vocal queues and/or body language.

Enforcement of legalrcethical codes becomes difficult or impossible to uphold

Noahkwdnr

Figuring out which approach to take, is obviously a difficult challenge for any organization, raising many
guestions and concerns. It is safe to say that each organization will have vet throgghctihecerns and
make their own determination.

Catastrophic Preceden®peningNew Opportunitie®
Ten years ago today, 32 people died/aginia Polytechnic Institute and Stdtmiversity Oneof the

lesser emphasized concetns not ed i n Wi ki fr@nbiTecMassaare-in theseckonon t he
on Criticism of University Responseaddressed what is
known as -“ch situation interplay?”

the heart of challenges that arise
students perpetuate grouphink
actions and hostility toward the perpetrator—all of which can
obviously pustiroubled people over the edge. The reason |
bring this aspect ups to suggest that Walln CC mightonsidemlaying a bigger educational role in the
community by doing outreach programs throughout their region, cortfranthe bullying and other
forms of abusive behavior, such as the social media mobbing.

“mobbing. " T
when colleagues or

13


http://www.fenichel.com/myths/
http://www.fenichel.com/myths/
http://www.tandfonline.com/action/doSearch?Contrib=Cohen%2C+G+E
http://www.tandfonline.com/action/doSearch?Contrib=Kerr%2C+B+A
http://www.tandfonline.com/doi/abs/10.1300/J407v15n04_02#.U0_g7fldWAg
http://www.tandfonline.com/doi/abs/10.1300/J407v15n04_02#.U0_g7fldWAg
http://en.wikipedia.org/wiki/Anxiety_disorders
http://en.wikipedia.org/wiki/Anxiety_disorders
http://en.wikipedia.org/wiki/Virginia_Tech
http://en.wikipedia.org/wiki/Virginia_Tech_massacre#cite_note-Mobbing_and_the_Virginia_Tech_Massacre-111

Doing sdhelps in several ways:gan bring more attention to these concerns, as well as bring more

attention to the free services that Walk CC offers. Moreovethere may be other progressive

initiatives that can be implemented, attempting to open up more discussion with students, providing a

way to learn more about their insightsltimately, this may be another reason to consider expanding

the reach of counsal services, especially since more students use mobile phones and the intérnet.

there is researclthat suggest that your services are used primarily by people without mobile phones

and internet accesghis rationalemay be skewed by the fattat —without opening uphannels of

accesdo other populationsegmentsi t °' s not really possible to accur e
channels would change those demographics.

Lastly, the ability to expand into new student segments, adds another line of defege fight against
the challenges to prevent further catastrophic events that now plague our country. There are no easy
answers, but there may be a significant part that WalkCC can play in the progressive and proactive
initiatives to confront these mdal health tragedies. Further research could be conducted to determine
the preferences of the collegiate and high school popatatj a step that could help Wallk understand

the access preferences of those segments of sodijated research methodolgds mentioned in the
recommendations sectioaf this report.




WallklIn OperatingProcedures and Guides T.0.C.

The list below describes some of the areas of oppenathat make up the Walkn experience. It is not a
comprehensive list, but does touch upon some of the most important areas. For a more comprehensive
list of operations information, please contact the leadership of the center.

Funding

Intakeprocedues

Providing a comfortable waiting experience
Participants gningin

Scheduling

Counseling sessions

Internal Meetings

Feedback

Volunteering

Recruiting volunteers
Volunteers guides and regulations
Educational programand training
Consulting

Website suport

Marketing and Communication
Finance

Public Relations

Donor communications
Community awareness
Administration

Board of Directors

15



Technology T.0.C.

A review of the technology reveals that the organizatinaintains the website, a database, an internal
communications network, and uses the normal software found in other organizations. Some of their
primary challenges with technology are tied to financial limitations.

Entertairaen

Clobal Music Companiss
Songs Craphics Uacancy
Job Data Cames Pecple

Social media campaigns have alsef@sed to assist in building awareness and growing the client base.
However, the true effectiveness of these efforts appears to be questionable. It is one thing to say that
these efforts are not driving much traffic, but on the other hand, are the stiategmployed, the best

ones to use? As with other challenges, funding plays a huge role when it comes down to exploring new
strategies and/or employing new talent to help guide the initiatives.

Measuring success on a website is often accomplished by reiagleweb metrics, which is also

contingent upon reliable analysts to help assess the traffic patterns, loyalty and other detailever,

it is also essential to study the entire ecosystem of tools to ensure the best outcomes for this type of
analyss. This would include but not be limited to: Usability studies, Business Analysis, SEO analysis and
Big Data Analytics.

If there is an expansion of service channels, this will obviously drive the need to adopt and stay on top of

all the new technologiethat support mobile devices, advanced telephony support, tablets, texting,
online video, storage and funding strategiet briefly touch upon a few.

16




Road Magor aNew Organization T.0.C.

TECHNOLOGY SELECTION ® -. _.-® BUSINESS GOAL
ONLY AFTER STRATEGY IS SET DEFINITION

STAFFING © ..

: » LONG-TERM VISION
TO BECOME A
PROCESS DISCIPLINE # --- ; SOCIAL BUSINESS
AND ONGOING EDUCATION :

KEY EXECUTIVE
SUPPORT

INITIATE ROADMAP

As mentioned earliein this report he purpose of thistudyisto document thecore operations model

of this successful social services organization, the Wallounseling Center in Minneapolis, MN. For

any new organizatiothat wants to emulate this type of social seejt¢here is obviously a great deal of

careful planning and preparation that must be done to ensure its success. Throughout this report we
describesome ofthe work flow, support structures and other infrastructure necessities that must all

work smoothly t@ether to make your organization strong and efficient. We hope that your organization

can benefitfromWalt n' s experience and history, but we al so
set of circumstances and challeng@&be outline below identifiesosne of the key areas of focus.

Organization Planning GuideHigh Level Points to Consider

1. Develop your Organization Project Charter
1.1. Define the social service scope
1.2. Outline the Business Support Objectives
1.2.1.Funding Strategy
1.2.1.1. Crowd sourcing
1.2.1.2.  Local networkindor nonprofit support
1.2.1.3. Grants
1.2.1.4. Corporate sponsorship
Determine the benefits vs. the loss of autonomy
1.3. Outline the high level steps to take to achieve your objectives
1.3.1Road Map

2. Comparative Studies
Study and emulate successful social service models that tygifiytype of organization

17



2.1. Conduct the appropriate research
2.2. Brainstorm in extended workshop sessions with your team

Develop Key Operational Resources for Governance and Support
3.1. Executive board
3.2. Leadership and governance
3.2.1.C.E.O.
3.2.2.Education
3.2.3.0perations
3.3. Staf
3.4. Additional resources
3.4.1Seek help from other organizations and nonprofits who specialize in consulting new groups
such as yours

Operations planning and implementation

4.1. Refer to organizations such as Waikio learn more

4.2. Obtain and emulate workflow model$id documentation that exists
4.2.1.Modify to meet your specific needs

Develop branding and marketing campaigns to support your cause
51.This includes your
5.1.1Brand identity
5.1.1.1.Brand collateral design
5.1.2Website
5.1.2.1.Get professional web design assistance that emphasizemarcentered design
approach, making your site usable, useful and desirable
5.1.3Social Media channels
5.1.3.1.YouTube
5.1.3.2.Twitter
5.1.3.3.Facebook
5.1.3.4 LinkedIn

Recruiting volunteers

6.1. Consult with organizations such as Whailkto learn more abouplausible strategies to employ
6.2. Devebp local and regional collegiate networks and connections

6.3. Determine other avenues for outreach initiatives

Identify the ongoing educational support you will need
7.1. Training for the staff and volunteers
7.2. Educating the community

Complianceplanning
8.1. Understandngthe local, county, state anBederal laws



9. Community resources defined and connected
9.1. Mental Health Networks
9.2. Police
9.3. City
9.4. County
9.5. Local organizations



Recommendationfor WalkIn Improvements T.0.C.

1. Website

1.1. Implement a searclengine feature along with a
userfriendly, search results page

1.2. Research free search tools

1.3. Consider local Pro Bono helpcated in
Minneapolis http://www.agosto.com/is a Google
partner that does som&ro Bono work and might
be able to help you.

1.4. Implementaweb metricstool, such the free service
provided byGoogle Analytics
http://www.google.com/analytics/

1.5. Subscribe tavww.Alexa.com

1.6. Conduct a usability evaluation of the Waiksite, executed by a professional service. Explore
Pro Bono assistana#fered bylocal agencies and oth@&onprofit groups.

2. Crowd sourcing to augment funding
Conduct crowd sourcing campaiginsaugment your financial goals
2.1. Resources
2.1.1.www.IndieGoGo.com
2.1.2.www.razoo.com
2.1.3.http://www.thefundraisingauthority.com/internetfundraising/crowdfundingyour-non-

profit/

3. Integrated Marketing

Provide integrated marketing campaigns; Use volunteers and other help to ensure that you take
advantages of contemporary methods

4. Sevice Design Analysis
Conduct &Service Desigresearchproject, enabling your team to document and discuss your
operations from top to bottom. The list below describes some of the researcls &ephis type of
study.Here is an example of&ervice Design diagram
4.1. Shadowing or ethnographic studies
4.2. ldentify all known barrierso participationand explore new optios for people to connect
4.3. Use Service Design techniques to track the participants journey over time
4.4. Identify the pain points and address the issues

5. Expand the reach of services to a broader group of people
Meet the needs of the people served by providingvsees that match the communication
preferences of those serveahd those who could be served in other population segments
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http://www.agosto.com/
http://www.google.com/analytics/
http://www.alexa.com/
http://www.indiegogo.com/
http://www.razoo.com/
http://www.thefundraisingauthority.com/internet-fundraising/crowd-funding-your-non-profit/
http://www.thefundraisingauthority.com/internet-fundraising/crowd-funding-your-non-profit/
http://www.service-design-network.org/intro/
http://farm4.static.flickr.com/3624/3363169836_a71515444e_o.png

10.

11.

elaborated upon earlier in the report in th@perations Model Expansion considerations

Efficiencies Analysis

Implement new methods where possible.g. consider using a more comprehensive approach such
as theHolistic Ecosystem Analysis & Transi&ssessment approachitilize Marketing ad Tech
volunteers— providetopicalformsand outreachcampaigngo try andrecruit them

Resources expansion

Invest in key nonprofit supporesourcessuch as the Stanford Social Innovation Review:
http://www.ssireview.org/

Subscribe to and share articles from the Stanford Social Innovation website

Awareness campaign sponsors and partners

Understanding that you already do awareness campaigns, consider new ways thdh\alid
team up with local businesses whtan helpprovide more assistance and halpfray those costs
Recommendations

Target

Agosto-local, strategic IT thatoes sone nonprofit work

Gage Marketing-also does some nonprofit work

FAQs
Offer FAQ®n your websitehat help participants learn more about what to expedten they visit
the center.

Video enhancements

Improwe the video content and navigation

Consider developing YouTube channel to showcase your educaiigmograms and other
resources

Ensure that the quality of your videos is high quality, in contrast, color and audio; coraliditing
help from studentssuch aghose fromMCAD, to help improve the quality of your videos

Mobile access

Provide mobile access to the website abling smart phones and tablets

The access can help extend the information to more people, such as potential donors, crowd
sourcingsegments, and student volurges

12.Additional Opportunities for Growth

Consider pening up new channels for service, may help improve the services
Growth can be achieved in the following areas:

- Epanding into new communities

- Developing new apps

- Developingnew software
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http://www.ideashare-paradigm.com/
http://www.ssireview.org/
http://www.agosto.com/media_mentions/2012/6/26/financecommerce-agosto-uses-step-up-interns-to-help-nonprofi.html
http://www.gage.com/Connect

Develop telephony support for highisk, rapid response situations. These programs would
include psychological counseling sessions to provide a sort of urgent care hotline,
accommodating people with urgent issues, yet falling shoduatidalcounseling/caregiving
Connecting people in danger to the counseling help they need, asap
Consider relatedhotlines for other people:

o Military rape victims

0 Homeless Veterans



Limitations of the Study T.0.C.

The scope of this study covers a general understanding about whatlWdtes and why they succeed

at what they do. In this type of research, please note that we can always go deeper by studying the
Service Design flofDiagram 3, below)y doing a deepeassessment usirgusiness analystsols, and

by utilizingother types of researckuch ag’ersonasinnovation Workshopsrechnology Straigies and
Holistic Ecosystem Analysis & TransitissessmentHowever, for the purposes of this study we have
mutuallyagreedto conduct the work with a limited amount of interviews as well as doing the research
remotely. My preference is to conduct a more exhaustive study, but due to the time, cost and resources
necessary to conduct this work, it has reen possible

SERVICE DESIGN PROCESS AND TOOLS

VISION PERSONAS  LOCATION PLAN JOURNEY MAP BLUEPRINT
® @

i falls =—= §

m iy == B
Values, philosophy ~ Representative users  Determining what Mapping service use  Guidance on delivery
and goals to provide based on research services are offered ~ over time, identifying of a service across
direction and guide  into motivations and  where, when, and by  the touchpoints in different channels for
decision-making behaviors whom the user experience  staff and systems

©brightspot strategy

Diagram 3- Service Design process

We are confident thathis collaborative study provide good foundationateference and guide for
those who want to consider emulating the success of WalkC. We invitehbse participatingo

contact us with any gustions, concernsor challengesWe will gladly do everything we can to support
you and your social service cause.
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http://www.jeffgothelf.com/blog/using-personas-for-executive-alignment/
http://theartofinnovation.com/about_ideo.htm
http://techimpact.org/about/
http://www.ideashare-paradigm.com/

Closing Remarks

Gratitude
We thank the Walkn Counseling Center in helpingus dsthis t udy .

T.0.C.

Wi t h

your

able to documentvhat we think aresome of the most important reasons for your succegtease let
us knowif there are any parts of this report that you feel need adjustment, revisions, additions, and/or
corrections. This is vital information andocumentation that we can now share with other organizations

that aspire to offer the samgype of free psychologicakrvices in their communities.

Thank you for being of serviceyiourcommunityand many others who nyawant to emulate your

succesks
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Appendix T.0.C.

Nonprofit Resources
Donated Softwar e, Hardware and mor e

http://www.techsoup.org/generalnonprofitsem?utm_source=google&utm_medium=cpc
gg&utm_campaign=GG_Tech_Other

Walkln Volunteer Forms
These forms are provided on the website, but can be downloaded using these links:

Team Consultant Application

Counselor Application

Administrative Assistant/Representative

Examples of othdfree Psychological Services

FREE STATE SERWICHRELS
Michigan Government Department of Community HealthFree Psychological Services
http://issuu.com/fcomi/docs/fcom_mental _health clinics?e=2904693/2155113

FREEEORUSMILITARY PERSONSERVICES MODEL

- N LB «
Welcome to Give an Hour
We are a nonprofit organization providing.ffée mental health services to
U.S. military personnel and families affected by the current conflicts in
Iraq and Afghanistan.  Read more

http://www.giveanhour.org/Home.aspx

SLIDING SCALE OR BREYICES MODEL
The Center of Hope
Red Mill Square Shopping Center
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http://www.techsoup.org/generalnonprofitsem?utm_source=google&utm_medium=cpc-gg&utm_campaign=GG_Tech_Other
http://www.techsoup.org/generalnonprofitsem?utm_source=google&utm_medium=cpc-gg&utm_campaign=GG_Tech_Other
http://www.walkin.org/sites/default/files/team_consultant_application_for_web.pdf
http://www.walkin.org/sites/default/files/counselor_application_online.pdf
http://www.walkin.org/sites/default/files/receptionist_-_locked.pdf
http://issuu.com/fcomi/docs/fcom_mental_health_clinics?e=2904693/2155113
http://www.giveanhour.org/Home.aspx

1220 Capital Trail
Newark, DE 19711 38899370

A fulkservice family practice office that provides primary healthcamise to individuals and families
who are uninsured and underinsured. People pay only what they can afford, based on a sliding scale.

http://stfrancishealthcare.org/

FREE ONBAY HEALTH AND HOMELESS BEBRUIEL

PRO JECT HOMELES

¢ PROJECT HOMELESS CONNECT

2 One day providing support, overyday providing solutions. (831) 406-1742

e connect@phc-santacruz.org

“Project Homeless Connect originated in San Francisco in 2004 when Mayor Gavin Newsome challenged
his county workers to create a better system of care for the homeless commurity oneday service
modelthey created proved extremely effegt and since its inception Project Homeless Connect has
spread to more than 220 cities in 3 different countridsh e f eder all government
on Homelessness has declared Project Homeless Connect a national best practice model and in May o
2009, Secretary of Housing and Urban Development, Sean Donovan expressed interest in showcasing
Project Homeless Connect as a best practice for national service as part of the recently signed Service
Act”

http://www.phc-santacruz.org/projechomelessconnect/

s |

The C.A.R.E. (Communities Are Responding &lsr) Clini¢

sponsored by the National Association of Free Clinics, is the seventh in a series of clinics around the
country offaing uninsured people HIV/AIDS testing, mental health services, pregnancy tests, pharmacy
counseling and strep tests in addition to routine physicals.

http://ww w.huffingtonpost.com/2010/08/04/freemedicalclinicfor-u_n_670912.html

FREE STUDENT SER\WCHEXE |- Wayne State University, Mi

“Counseling and Psychological Services (GAR&yne State UniversifgrovidesFREEnhental health
evaluation and treatment for currently enrolled WSU students.
http://www.tipwaynestate.ordcounselingand-psychologicaservices.html

WalklIn Counseling CenteXML Site Map
The website pages and site map are broken down he

Homepage

20 pages |
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http://stfrancishealthcare.org/
http://www.phc-santacruz.org/project-homeless-connect/
http://www.huffingtonpost.com/2010/08/04/free-medical-clinic-for-u_n_670912.html
http://www.caps.wayne.edu/
http://wayne.edu/
http://www.tipwaynestate.org/counseling-and-psychological-services.html
http://www.walkin.org/

Home | Walk -In Counseling Center

News | Walk -In Counseling Center

Home | Walk -In Counseling Center

Overview | Walk _-In Counseling Center

Overview | Walk -1n Counseling Center

About Volunteering | Walk  -In Counseling Center

About the Institute | Walk -In Counseling Center

Crisis Resources | Walk  -In Counseling Cent _er

Resources for Professionals | Walk -In Counseling Center

Make a Donation | Walk  -In Counseling Center

Contact Us | Walk _ -In Counseling Center

Locations & Hours | Walk  -In Counseling Center

News | Walk -In Counseling Center

News | Walk -In Counseling Center

News | Walk -In Counseling Center

News | Walk -1In Counseling Center

News | Walk -In Counseling Center

News | Walk -1In Counseling Center

User account | Walk  -In Counseling Center

"Heal the House" Fund (6/21/12) | Walk -In Counseling Center

about/

Who we help | Walk  -In Counseling Center

Our History & Future | Walk -In Counseling Center

Staff | Walk -In Counseling Center

Board of Directors | Walk  -In Counseling Center

Financials | Walk -In Counseling Center
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http://www.walkin.org/
http://www.walkin.org/news
http://www.walkin.org/home
http://www.walkin.org/about
http://www.walkin.org/counseling
http://www.walkin.org/volunteering
http://www.walkin.org/consultation
http://www.walkin.org/client-resources
http://www.walkin.org/resources-for-professionals
http://www.walkin.org/support-us
http://www.walkin.org/contact-us
http://www.walkin.org/sitesandhours
http://www.walkin.org/news?page=1
http://www.walkin.org/news?page=2
http://www.walkin.org/news?page=3
http://www.walkin.org/news?page=4
http://www.walkin.org/news?page=5
http://www.walkin.org/news?page=6
http://www.walkin.org/user
http://www.walkin.org/healthehouse
http://www.walkin.org/about/who-we-help
http://www.walkin.org/about/our-history-and-future
http://www.walkin.org/about/staff
http://www.walkin.org/about/board-directors
http://www.walkin.org/about/financials

consultation/

Services Available | Walk  -1n Counseling Center

Professional Relationships | Walk -In Counseling Center

counseling/

Our Counselors | Walk  -In Counseling Center

Information for Clients | Walk -In Counseling Center

Confidential ity Policies | Walk -In Counseling Center

Expressing A Concern | Walk  -In Counseling Center
Frequently Asked Questions | Walk -In Counseling Center
news/

201103/

Two Walk -In sites serving St. Paul (3/4/11) | Walk -In Counseling Center

2010. . . arecord year of services (2/15/11) | Walk -In Counseling Center

201104/

Walk -In at Family Tree Clinic hours change (10/12/11) | Walk

-In Counseling Center

201109/

Welcome and farewell (9/27/11) | Walk -In Counseling Center

Walk -In Trainings on Web (9/20/11) | Walk -In Counseling Center

Supervision Series starts in January (12/15/11) | Walk -In Counseling Center

Walk -In at Love Grows Here  (9/15/11) | Walk _ -In Counseling Center

201201/

Talkin' About Walk _-In: Issu_e 1 (1/26/12) | Walk __-In Counseling Center
Consultation and Training Institute (1/25/ 12) | Walk -In Counseling Center
What's in store for 2012? (1/15/12) | Walk -In Counseling Center

Lamp, lifeboat, ladder (1/15/12) | Walk -In Counseling Center
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http://www.walkin.org/consultation/services-available
http://www.walkin.org/consultation/partners-and-sponsors
http://www.walkin.org/counseling/our-counselors
http://www.walkin.org/counseling/information-for-clients
http://www.walkin.org/counseling/confidentiality-policies
http://www.walkin.org/counseling/expressing-concern
http://www.walkin.org/counseling/faq
http://www.walkin.org/news/201103/two-walk-sites-serving-st-paul-3411
http://www.walkin.org/news/201103/2010-record-year-services-21511
http://www.walkin.org/news/201104/walk-family-tree-clinic-hours-change-101211
http://www.walkin.org/news/201109/welcome-and-farewell-92711
http://www.walkin.org/news/201109/walk-trainings-web-92011
http://www.walkin.org/news/201109/supervision-series-starts-january-121511
http://www.walkin.org/news/201109/walk-love-grows-here-91511
http://www.walkin.org/news/201201/talkin-about-walk-issue-1-12612
http://www.walkin.org/news/201201/consultation-and-training-institute-12512
http://www.walkin.org/news/201201/whats-store-2012-11512
http://www.walkin.org/news/201201/lamp-lifeboat-ladder-11512

201204/

National Volunteer Appreciation Month (4/13/12) | Walk -In Counseling Center
Walk -In earns CRC "Meets All Standards" seal (4/12/12) | Walk -In Counseling Center
201205/

Walk -In receives multiple grants in 2012 (6/12/12) | Walk -In Counseli_ng Center
May is Mental Health Month. (5/10/12) | Walk -In Counseling Center

Walk -1n is here for youth (5/4/12) | Walk -In Counseling Center

Talkin' About Walk _-In: Issue 2 (5/2/12) | Walk -In Counseling Center

201206/

Latest Annual Report (6/28/12) | Walk -In Counseling Center

201207/

We'll be closed for remodeling. (7/31/12) | Walk -In Counseling Center

We're social! (7/20/12) | Walk -In Counseling Center

Closed on July 4th (7/3/12) | Walk -In Counseling Center

201208/

Closed for Labor Day (8/28/12) | Walk -In Counseling Center

Week one comes to a close. (8/16/12) | Walk -In Counseling Center

201209/

Talkin' About Walk -In: Issue 3 (9/14/12) | Walk -In Counseling Center

National Suicide Prevention Week (9/9/12) | Walk -In Counseling Center

201210/

Gary Schoener presented with ethics award (10/30/12) | Walk -In Counseling Center
Mental lliness Awareness Week (10/8/12) | Walk -In Counseling Center

The final quarter (10/4/12) | Walk -In Counseling Center
201211/

Closed for Thanksgiving. (11/21/12) | Walk -In Counseling Center
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http://www.walkin.org/news/201204/national-volunteer-appreciation-month-41312
http://www.walkin.org/news/201204/walk-earns-crc-meets-all-standards-seal-41212
http://www.walkin.org/news/201205/walk-receives-multiple-grants-2012-61212
http://www.walkin.org/news/201205/may-mental-health-month-51012
http://www.walkin.org/news/201205/walk-here-youth-5412
http://www.walkin.org/news/201205/talkin-about-walk-issue-2-5212
http://www.walkin.org/news/201206/latest-annual-report-62812
http://www.walkin.org/news/201207/well-be-closed-remodeling-73112
http://www.walkin.org/news/201207/were-social-72012
http://www.walkin.org/news/201207/closed-july-4th-7312
http://www.walkin.org/news/201208/closed-labor-day-82812
http://www.walkin.org/news/201208/week-one-comes-close-81612
http://www.walkin.org/news/201209/talkin-about-walk-issue-3-91412
http://www.walkin.org/news/201209/national-suicide-prevention-week-9912
http://www.walkin.org/news/201210/gary-schoener-presented-ethics-award-103012
http://www.walkin.org/news/201210/mental-illness-awareness-week-10812
http://www.walkin.org/news/201210/final-quarter-10412
http://www.walkin.org/news/201211/closed-thanksgiving-112112

230 raised on GTMD! (11/18/12) | Walk -In C ounseling Center

Maximize your gift to Walk -In (11/7/12) | Walk -In Counseling Center

201212/

Closed on 12/31/and 1/1 (12/27/12) | Walk -In Counseling Center

Closed 12/24 and 12/25 (12/21/12) | Walk -In Counseling Center

Karma Yoga event raises funds (12/19/12) | Walk -1n Counseling Center

Chants & Lullabies event raises funds (12/17/12) | Walk -In Counseling Center

Walk -In and Gary Schoener in today's Star Tribune (12/13/12) | Walk

-In Counseling Center

Fundraiser on 12/16 for Walk -In (12/5/12) | Walk -In Counseling Center

201301/

Assessments Training (1/23/13) | Walk -In Counseling Center
Closed on Monday, January 21 (1/16/13) | Walk -In Counseling Center
2012: What a year! (1/8/13) | Walk -In_Counseling Center

201302/

Going Green...Getting Green Campaign (2/ 5/13) | Walk _-In Counseling Center
Talkin' About Walk -In: Issue 4 (2/18/13) | Walk -In Counselin g Center

2013 Volunteer Expo (2/14/13) | Walk -In Counseling Center

201303/

2012 Annual Report (3/27/13) | Walk -In Counseling Center

201304/

It s National Volunteer Appr ec tlmGounseling@aterk (4/ 22/ 1

Pohlad Foundation awards challenge grant (4/19/13) | Walk -In Counseling Center

Walk -In Closed Thursday PM Due to Snow (4/18/13) | Walk -In Counseling Center

201305/

Talkin' About Walk  -In: Issue 5 (5/28/13) | Walk -In Counseling Center
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http://www.walkin.org/news/201211/28230-raised-gtmd-111812
http://www.walkin.org/news/201211/maximize-your-gift-walk-11712
http://www.walkin.org/news/201212/closed-1231and-11-122712
http://www.walkin.org/news/201212/closed-1224-and-1225-122112
http://www.walkin.org/news/201212/karma-yoga-event-raises-funds-121912
http://www.walkin.org/news/201212/chants-lullabies-event-raises-funds-121712
http://www.walkin.org/news/201212/walk-and-gary-schoener-todays-star-tribune-121312
http://www.walkin.org/news/201212/fundraiser-1216-walk-12512
http://www.walkin.org/news/201301/assessments-training-12313
http://www.walkin.org/news/201301/closed-monday-january-21-11613
http://www.walkin.org/news/201301/2012-what-year-1813
http://www.walkin.org/news/201302/going-greengetting-green-campaign-2513
http://www.walkin.org/news/201302/talkin-about-walk-issue-4-21813
http://www.walkin.org/news/201302/2013-volunteer-expo-21413
http://www.walkin.org/news/201303/2012-annual-report-32713
http://www.walkin.org/news/201304/it%E2%80%99s-national-volunteer-appreciation-week-42213
http://www.walkin.org/news/201304/pohlad-foundation-awards-challenge-grant-41913
http://www.walkin.org/news/201304/walk-closed-thursday-pm-due-snow-41813
http://www.walkin.org/news/201305/talkin-about-walk-issue-5-52813

Closed on Monday, May 27 (5/20/13) | Walk -In Counseling Center

Love Grows Here on hiatus until September (5/10/13) | Walk -In Counseling Center

Gary Schoener interview on psych effects of kidnapping (5/9/13) | Walk -In Counseling Center

WCA Foundation awards ,000 grant (5/2/13) | Walk -In Counseling Center

201306/

Phones down. (6/24/13) | Walk -In Counseling Center

Walk -In Closed July 3rd and 4th (6/21/13) | Walk -In Counseling Center

Home Depot donates to Walk ~ -In (6/10/13) | Walk -In Counseling Center

Jim Avyers retires, Lori Zook - Stanley joins staff team (6/3/13) | Walk -In Counseling Center
201307/
Team consultants needed (7/29/13) | Walk -In Counseling Center

Halfway to Our  Goal (7/16/13) | Walk -In Counseling Center

201308/

Walk - In closed September 2 (8/28/ 13) | Walk -In Counseling Center

201309/

Walk -In resumes at 2n _d St. Paul location (9/19/13) | Walk -In Counseling Center

Talkin' About Walk  -1In: Issue 6 (9/12  /13) | Walk -In Counseling Center

Focus of charity fundraiser (9/5/13) | Walk -In Counseling Center

201310/

Frey Foundation awards challenge grant. (11/4/13) | Walk -In Counseling Center
You did it! Matching goal met! (10/28/13) | Walk -In Counseling Center

Another Fundraiser for Walk  -In (10/20/13) | Walk -In Counseling Center

Fundraiser a success (10/3/13) | Walk -In Counseling Center
201401/
Walk -In's casual atmosphere works (1/10/13) | Walk -In Counseling Center
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http://www.walkin.org/news/201305/closed-monday-may-27-52013
http://www.walkin.org/news/201305/love-grows-here-hiatus-until-september-51013
http://www.walkin.org/news/201305/gary-schoener-interview-psych-effects-kidnapping-5913
http://www.walkin.org/news/201305/wca-foundation-awards-50000-grant-5213
http://www.walkin.org/news/201306/phones-down-62413
http://www.walkin.org/news/201306/walk-closed-july-3rd-and-4th-62113
http://www.walkin.org/news/201306/home-depot-donates-walk-61013
http://www.walkin.org/news/201306/jim-ayers-retires-lori-zook-stanley-joins-staff-team-6313
http://www.walkin.org/news/201307/team-consultants-needed-72913
http://www.walkin.org/news/201307/halfway-our-goal-71613
http://www.walkin.org/news/201308/walk-closed-september-2-82813
http://www.walkin.org/news/201309/walk-resumes-2nd-st-paul-location-91913
http://www.walkin.org/news/201309/talkin-about-walk-issue-6-91213
http://www.walkin.org/news/201309/focus-charity-fundraiser-9513
http://www.walkin.org/news/201310/frey-foundation-awards-challenge-grant-11413
http://www.walkin.org/news/201310/you-did-it-matching-goal-met-102813
http://www.walkin.org/news/201310/another-fundraiser-walk-102013
http://www.walkin.org/news/201310/fundraiser-success-10313
http://www.walkin.org/news/201401/walk-ins-casual-atmosphere-works-11013
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1402/

Ikin' About Walk -In: Issue 7 (2/5/14) | Walk -In Counseling Center

sites/

default/

files/

http://www.walkin.org/sites/default/files/talkin_about_walk -in_-_7th_is sue 0.pdf

http://www.walkin.org/sites/default/files/2012_annual_report_0.pdf
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