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Purpose          T.O.C. 
 
The goal of this study is to learn more about what makes the Minneapolis Walk-In Counseling Center 

(Walk-In CC) successful, in hopes of providing a guide for other groups to follow. This research has been 

conducted to gain a fundamental understanding of your organization, discovering more about your 

overall operations, your strengths, your challenges, and 

your aspirations. 

  

What do the best outcomes look like? 

 

For Organizations in other communities 
After all this work is done, we hope to provide others 

with a viable blueprint for their own communities, 

enabling them to forge new inroads for developing their 

own free counseling centers. 

  

For Walk-In Counseling Center 
 During our study we typically come across a few areas 

that prompt us to think about plausible ways that may help 

you to improve your current state of operation. We will discuss some of those points with you and 

propose recommended improvements for you to consider.  

  

For ConvergiaPlanet 
Through the research that we do with you, we plan to use those insights to help us develop a viable 

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-In Counseling. 
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Walk-In Counseling Center - Organization Overview   T.O.C. 

 

About the Organization 
The best description of what the Walk-In Counseling Center brings to the community is found on their 

website: 

 

 “For the past 45 years we have provided free mental 

health counseling to help thousands of people address 

issues of depression, anxiety, chemical 

abuse/dependency, trauma, domestic violence and a 

variety of other emotional and interpersonal concerns.  

 

Our mission is to provide free, easily accessible mental 

health counseling to people with urgent needs and few 

service options. 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 estimate 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.  

 

In 2013 we… 

Provided 6,342 free counseling sessions 

Served unduplicated 2,111 men, women, and 

young people 

Engaged 164 volunteer counselors, team 

consultants and receptionists 

Provided 13,894 hours of service at an estimated 

value of $826,595” 

 

History 
A more comprehensive article on Walk-In History is available below, also listed on their website.  

1969-2009: Forty Years of Leadership and Innovation  - by Gary Schoener, Executive Director 

 

 

 

 

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

The Walk-In organization’s purpose, services, and resources are well defined and documented on their 

website: www.walkin.org. Having a strong presence online is an essential step, providing the community 

with quick and easy access to that information. The following outline depicts a high level review of the 

primary categories found on their home page: 

 

 

1. History of success 

2. Clear statement of what they 

provide  

3. Hours of operation 

4. Address 

5. Phone number  

6. About Us 

7. Counseling Services 

8. Volunteering 

9. Consultation & Training Institute 

10. Crisis Resources 

11. Resources for Professionals 

12. News 

13. Support Us 

14. Contact Us 

 

Volunteers 
Walk-In CC depends upon their volunteers to run the organization. Any organization that seeks to 

emulate this one, will have to learn how to attract, train and maintain this level of integrity and 

professional expertise. While those methods are not described in this report, I believe that it’s safe to 

say that the Walk-In organization historically does help other organizations, providing advice, 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 Walk-In in 2010 with a broad base of experience gained during a 40-year career in social 

services, college teaching and nonprofit leadership. Mary received her MSW degree from the University of 

Minnesota, Duluth. Prior to joining Walk-In Counseling Center, she had served as executive director of 

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

The staff at Walk-In is comprised of a superlative team of professionals that all contribute 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.  

http://www.walkin.org/
http://www.walkin.org/about/staff
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Funding and other Resources 
As in most nonprofit organizations, funding remains one of the biggest challenges. The strategies for 

funding will obviously vary from organization to organization, so it’s not possible to advocate for one 

clear path over another.  

Though funding is a daunting task, don’t be too discouraged – there are some great free resources 

nationally that do provide extensive help in supporting the funding and other needs of nonprofits, e.g. 

the Stanford Social Innovation Review, Catch A Fire (Services support), and 4Good (Resources) – to 

name a few. Other resources include: grants, crowd sourcing, corporate sponsors and local business 

partners. 

 

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

support they provide, led by Gary Schoener, Director of Walk-In's Consultation & Training Institute. 

These programs provide “numerous articles and monographs regarding the conduct and ethics of 

professional mental providers as well as mental health issues,” as well as providing professionals’ 

support resources geared to helping the psychology professionals who volunteer their time. This 

educational foundation is a cornerstone of Walk-In’s success, attributed to Gary’s longstanding, selfless 

commitment to serving the community and this organization. Any organization that wants to emulate 

this level of educational excellence, will be hard pressed to do so. Whether it is educating the public, 

training the staff, or promoting community awareness, implementing a solid educational strategy is an 

imperative initiative for any aspiring organization.  

 

A Long History in the Community 
One distinct advantage that the Walk-In 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 

have a history of social activism and participation, making it 

easier to recruit interested people and foster growth over 

the years.  

 

Additional Factors Contributing to Success 
In addition to the factors already mentioned, here are a few 

more advantages that augment the Walk-In CC’s efforts to provide 

the level of counseling services excellence that typifies this 

organization. 

 

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/
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3. Supportive Crisis network that works with Walk-In to provide additional support for people in 

need. This organizations listed below are included here to illustrate the depth and types of 

support involved. 

 

Twin Cities Metro Area 

Crisis Connection 

612-379-6363 

Provides phone crisis counseling services 24-hours a day, 7 days a week.  

 

Hennepin County/Minneapolis Area 

COPE 

612-596-1223 

Community Outreach for Psychiatric Emergencies (COPE) provides emergency intervention 

services 24-hours a day, 7 days per week, when someone is experiencing an emotional crisis 

that threatens their personal safety. To access a COPE team, call 612-596-1223. COPE 

professionals will go to the person in crisis, handle the immediate 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 whose crisis 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 entrance 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 24-hour phone, mobile outreach and limited walk-in 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 

hospitalization. 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:  763-755-3801 

Carver/Scott:  952-442-7601 
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Dakota: 952-891-7171 

Washington:  651-777-5222 

 

Annual Reports Transparency 
1. Walk-In Counseling Center 2012   Financial Report 

2. Walk-In Counseling Center 2012   Annual Report 

3. Walk-In Counseling Center 2011   Annual Report    

 

Charities Review by Smartgivers.org 
Walk-In Counseling Center Review 

Walk-In Counseling Center provides free, accessible mental health counseling to people in urgent need, 

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
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Current State and Future State Considerations   T.O.C. 
 

Current State Access Model 
 

Public Access Requirements 

The access to services model at the Minneapolis Walk-In Counseling Center is based upon the 

assumption that people who need counseling, can and should be able to visit the counseling center in-

person, whenever they need help. It is therefore incumbent on the participants to take that step to get 

themselves to the center. This also gives the participant a way to register in their system, using a 

computer on site. Anonymity is provided and discussed with the participants. 

 

Opportunities and Benefits 

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

2. Getting people the help they need on the same day that they need help. 

3. Connecting people who have more challenging circumstances to the counseling resources they 

need, asap; this 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 not-always-measurable benefits for the contiguous 

and extended communities 

 

Future State Access Model 
 

Future State overview and challenges: 

Building upon the Walk-In Counseling Center services, it is apparent that many more people can be 

served by expanding the channels of service that are supported by the advances in telephony and in 

other new technology, such as mobile access.   

 

The following diagrams depict a high level view of plausible directions that psychological services could 

be expanded. The current state (Diagram 1) serves people at the physical location of the center. The 

future state model (Diagram 2) shows how the channels could open up to serve more people, such as: 

 

1. In person 

2. Online 

3. Landline phones 

4. Flip-phones 

5. Smart phones and Tablets  
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Current State Access Model (Diagram 1) 

 
 

 

 

Future State Access Model (Diagram 2) 
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Operations Model Expansion & Considerations   T.O.C. 
 

Expansion Challenges 
Expansion of services is easier said than done, especially when considering 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 come from? This is the part that is unclear and 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 the studies mentioned within this section of the report. This is obviously up to the 

organization to study, discuss internally and arrive at their own conclusions – which almost goes without 

saying, but is important for new organizations to note as they move forward in their own initiatives, i.e. 

given their own experiences, knowledge and resources, what will work best for them? 

 

Strategic 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 technology. For example, let’s outline a few typical 

objectives: 

 

1. Increasing the number of clients 

2. Serving the changing needs of segments of the population  

3. Improving the quality of services 

4. Generating more revenue 

5. Donor education and inspiration 

 

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 

not easy to sort this all out, it’s necessary to review the alternatives and consider how to provide the 
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best quality of care to the broadest population – provided that this is the overarching goal of the 

organization. Obviously, each organization must scale operations and scope accordingly, or risk 

deprecating their quality of service. 

 

Is Online and other remote Therapy Effective? 
What evidence is there that online therapy is effective?  In the study, “Myths and Realities of Online 

Clinical Work,” it was discovered that some previously held beliefs just didn’t hold up to scrutiny when 

examined further, i.e. this research favors online therapy, concluding that it is effective. That study was 

conducted by the following professionals: Michael Fenichel PhD, John Suler PhD, Azy Barak PhD, 

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

Schmucker ARNP.  

In another earlier study focused on students, Gary E. Cohen MCa & Barbara A. Kerr PhD, “… conducted a 

study on the effectiveness of online therapy for treatment of anxiety disorders in students and found 

that there was no difference in the level of change for the two modes as measured by the State-Trait 

Anxiety Inventory.” 

Conversely, notable disadvantages or drawbacks include: 

1. Many insurance policies won’t cover online therapy 

2. Confidentiality and privacy can become compromised 

3. Unreliable technology can disrupt or crash a session 

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

5. Serious psychiatric problems require more than online therapy 

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

7. Enforcement of legal or ethical codes becomes difficult or impossible to uphold  

Figuring out which approach to take, is obviously a difficult challenge for any organization, raising many 

questions and concerns. It is safe to say that each organization will have vet through these concerns and 

make their own determination. 

 

Catastrophic Precedents Opening New Opportunities? 
Ten years ago today, 32 people died at Virginia Polytechnic Institute and State University. One of the 

lesser emphasized concerns, noted in Wikipedia’s article on the Virginia Tech Massacre – in the section 

on Criticism of University Response - addressed what is 

known as “character- situation interplay” and 

“mobbing.” This strikes at the heart of challenges that arise 

when colleagues or students perpetuate group-think 

actions and hostility toward the perpetrator – all of which can 

obviously push troubled people over the edge. The reason I 

bring this aspect up, is to suggest that Walk-In CC might consider playing a bigger educational role in the 

community by doing outreach programs throughout their region, confronting the bullying and other 

forms of abusive behavior, such as the social media mobbing.  

 

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
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Doing so helps in several ways: it can bring more attention to these concerns, as well as bring more 

attention to the free services that Walk-In CC offers. Moreover, there 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 insights. Ultimately, this may be another reason to consider expanding 

the reach of counseling services, especially since more students use mobile phones and the internet. If 

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

and internet access, this rationale may be skewed by the fact that – without opening up channels of 

access to other population segments - it’s not really possible to accurately know if opening more 

channels would change those demographics. 

 

Lastly, the ability to expand into new student segments, adds another line of defense as we 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 Walk-In CC can play in the progressive and proactive 

initiatives to confront these mental health tragedies. Further research could be conducted to determine 

the preferences of the collegiate and high school populations, a step that could help Walk-In understand 

the access preferences of those segments of society. Related research methodology is mentioned in the 

recommendations section of this report. 
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Walk-In Operating Procedures and Guides    T.O.C. 
 

The list below describes some of the areas of operation that make up the Walk-In 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 

Intake procedures 

Providing a comfortable waiting experience 

Participants signing in  

Scheduling 

Counseling sessions 

Internal Meetings 

Feedback 

Volunteering 

Recruiting volunteers 

Volunteers’ guides and regulations 

Educational programs and training 

Consulting 

Website support 

Marketing and Communication 

Finance 

Public Relations 

Donor communications 

Community awareness 

Administration 

Board of Directors 
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Technology         T.O.C. 
 

A review of the technology reveals that the organization maintains 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.  

 

 
 

Social media campaigns have also been used 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 strategies employed, 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 using reliable web metrics, which is also 

contingent upon reliable analysts to help assess the traffic patterns, loyalty and other details.  However, 

it is also essential to study the entire ecosystem of tools to ensure the best outcomes for this type of 

analysis. 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 technologies that support mobile devices, advanced telephony support, tablets, texting, 

online video, storage and funding strategies – to briefly touch upon a few.  
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Road Map for a New Organization     T.O.C. 

 

 

 

As mentioned earlier in this report the purpose of this study is to document the core operations model 

of this successful social services organization, the Walk-In Counseling Center in Minneapolis, MN. For 

any new organization that wants to emulate this type of social service, there is obviously a great deal of 

careful planning and preparation that must be done to ensure its success. Throughout this report we 

describe some of the work flow, support structures and other infrastructure necessities that must all 

work smoothly together to make your organization strong and efficient. We hope that your organization 

can benefit from Walk-In’s experience and history, but we also know that you will face your own unique 

set of circumstances and challenges. The outline below identifies some of the key areas of focus.  

 

Organization Planning Guide – High 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 networking for 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 

1.3.1. Road Map 

 

2. Comparative Studies 

Study and emulate successful social service models that typify your type of organization 
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2.1. Conduct the appropriate research 

2.2. Brainstorm in extended workshop sessions with your team 

 

3. 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.  Operations 

3.3. Staff 

3.4. Additional resources 

3.4.1. Seek help from other organizations and nonprofits who specialize in consulting new groups 

such as yours 

 

4. Operations planning and implementation 

4.1. Refer to organizations such as Walk-In to learn more 

4.2. Obtain and emulate workflow models and documentation that exists 

4.2.1.  Modify to meet your specific needs 

 

5. Develop branding and marketing campaigns to support your cause 

5.1. This includes your … 

5.1.1. Brand identity 

5.1.1.1. Brand collateral design 

5.1.2. Website 

5.1.2.1. Get professional web design assistance that emphasizes a human-centered design 

approach, making your site usable, useful and desirable 

5.1.3. Social Media channels 

5.1.3.1. YouTube 

5.1.3.2. Twitter 

5.1.3.3. Facebook 

5.1.3.4. LinkedIn 

 

6. Recruiting volunteers  

6.1. Consult with organizations such as Walk-In, to learn more about plausible strategies to employ 

6.2. Develop local and regional collegiate networks and connections 

6.3. Determine other avenues for outreach initiatives 

 

7. Identify the ongoing educational support you will need 

7.1. Training for the staff and volunteers 

7.2. Educating the community 

 

8. Compliance planning 

8.1. Understanding the local, county, state and Federal laws 
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9. Community resources defined and connected 

9.1. Mental Health Networks 

9.2. Police 

9.3. City 

9.4. County 

9.5. Local organizations 
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Recommendations for Walk-In Improvements   T.O.C. 
 

1. Website 
1.1. Implement a search engine feature along with a 

user-friendly, search results page 

1.2. Research free search tools 

1.3. Consider local Pro Bono help: Located in 

Minneapolis, http://www.agosto.com/ is a Google 

partner that does some Pro Bono work and might 

be able to help you.  

1.4. Implement a web metrics tool, such the free service 

provided by Google Analytics 

http://www.google.com/analytics/  

1.5. Subscribe to www.Alexa.com  

1.6. Conduct a usability evaluation of the Walk-In site, executed by a professional service. Explore 

Pro Bono assistance offered by local agencies and other nonprofit groups. 

 

2. Crowd sourcing to augment funding 

Conduct crowd sourcing campaigns to augment 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/internet-fundraising/crowd-funding-your-non-

profit/   

 

3. Integrated Marketing 

Provide integrated marketing campaigns; Use volunteers and other help to ensure that you take 

advantages of contemporary methods 

 

4. Service Design Analysis 

Conduct a Service Design research project, enabling your team to document and discuss your 

operations from top to bottom. The list below describes some of the research steps for this type of 

study. Here is an example of a Service Design diagram. 

4.1. Shadowing or ethnographic studies 

4.2. Identify all known barriers to participation and explore new options 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 providing services that match the communication 

preferences of those served and those who could be served in other population segments – 

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
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elaborated upon earlier in the report in the Operations Model Expansion considerations. 

 

6. Efficiencies Analysis 

Implement new methods where possible, e.g. consider using a more comprehensive approach such 

as the Holistic Ecosystem Analysis & Transition assessment approach. Utilize Marketing and Tech 

volunteers – provide topical forms and outreach campaigns to try and recruit them 

 

7. Resources expansion 

Invest in key nonprofit support resources such as the Stanford Social Innovation Review: 

http://www.ssireview.org/  

Subscribe to and share articles from the Stanford Social Innovation website 

 

8. Awareness campaign sponsors and partners 

Understanding that you already do awareness campaigns, consider new ways that Walk-In could 

team up with local businesses who can help provide more assistance and help defray those costs.  

Recommendations 

Target 

Agosto – local, strategic IT that does some nonprofit work 

 Gage Marketing – also does some nonprofit work  

 

9. FAQs 

Offer FAQs on your website that help participants learn more about what to expect when they visit 

the center.  

 

10. Video enhancements 

Improve the video content and navigation 

Consider developing a YouTube channel to showcase your educational programs and other 

resources 

Ensure that the quality of your videos is high quality, in contrast, color and audio; consider soliciting 

help from students, such as those from MCAD, to help improve the quality of your videos 

 

11. Mobile access 

Provide mobile access to the website, enabling smart phones and tablets 

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

sourcing segments, and student volunteers 

 

12. Additional Opportunities for Growth  
Consider opening up new channels for service, may help improve the services 

Growth can be achieved in the following areas: 

- Expanding into new communities 

- Developing new apps 

- Developing new software 

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


 
22 

- Develop telephony support for high-risk, 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 short of suicidal counseling/caregiving 

- Connecting people in danger to the counseling help they need, asap  

- Consider related hotlines for other people: 

o Military rape victims 

o Homeless Veterans 
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Limitations of the Study       T.O.C. 
 

The scope of this study covers a general understanding about what Walk-In does 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 flow (Diagram 3, below), by doing a deeper assessment using business analysis tools, and 

by utilizing other types of research such as Personas, Innovation Workshops, Technology Strategies, and 

Holistic Ecosystem Analysis & Transition assessments. However, for the purposes of this study we have 

mutually agreed to 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 not been possible. 

 

Diagram 3 – Service Design process 

 

We are confident that this collaborative study provides a good foundational reference and guide for 

those who want to consider emulating the success of Walk-In CC. We invite those participating to 

contact us with any questions, concerns, or challenges. We will gladly do everything we can to support 

you and your social service cause. 

  

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/
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Closing Remarks        T.O.C. 
 

Gratitude  
We thank the Walk-In Counseling Center in helping us do this study. With your assistance we’ve been 

able to document what we think are some of the most important reasons for your success – please let 

us know if there are any parts of this report that you feel need adjustment, revisions, additions, and/or 

corrections. This is vital information and documentation that we can now share with other organizations 

that aspire to offer the same type of free psychological services in their communities.  

 

Thank you for being of service to your community and many others who may want to emulate your 

success! 

 

  



 
25 

Appendix          T.O.C. 
 

Nonprofit Resources 
Donated Software, Hardware and more … 

http://www.techsoup.org/generalnonprofitsem?utm_source=google&utm_medium=cpc-

gg&utm_campaign=GG_Tech_Other  

 

Walk-In 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 other Free Psychological Services 
 

FREE STATE SERVICES MODELS 

Michigan Government – Department of Community Health – Free Psychological Services 

http://issuu.com/fcomi/docs/fcom_mental_health_clinics?e=2904693/2155113  

 

FREE-FOR-US-MILITARY PERSONNEL SERVICES MODEL 

 

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

 

SLIDING SCALE OR FREE SERVICES MODEL 
The Center of Hope 

Red Mill Square Shopping Center 

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
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1220 Capital Trail 

Newark, DE  19711     302-369-9370 

A full-service family practice office that provides primary healthcare service 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 ONE-DAY HEALTH AND HOMELESS SERVICES MODEL 

 

“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 community.  The one-day service 

model they created proved extremely effective and since its inception Project Homeless Connect has 

spread to more than 220 cities in 3 different countries.  The federal government’s Interagency Council 

on Homelessness has declared Project Homeless Connect a national best practice model and in May of 

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/project-homeless-connect/  

 

The C.A.R.E. (Communities Are Responding Everyday) Clinic,  

sponsored by the National Association of Free Clinics, is the seventh in a series of clinics around the 

country offering uninsured people HIV/AIDS testing, mental health services, pregnancy tests, pharmacy 

counseling and strep tests in addition to routine physicals. 

http://www.huffingtonpost.com/2010/08/04/free-medical-clinic-for-u_n_670912.html  

 

FREE STUDENT SERVICES MODEL – Wayne State University, MI 

“Counseling and Psychological Services (CAPS) at Wayne State University provides FREE mental health 

evaluation and treatment for currently enrolled WSU students.”  

http://www.tipwaynestate.org/counseling-and-psychological-services.html  

 

Walk-In Counseling Center - XML Site Map 
The website pages and site map are broken down here, but don’t include any broken links. 

Homepage 

 

/ 20 pages 

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/
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Home | Walk-In Counseling Center  

News | Walk-In Counseling Center  

Home | Walk-In Counseling Center  

Overview | Walk-In Counseling Center 

Overview | Walk-In Counseling Center 

About Volunteering | Walk-In Counseling Center  

About the Institute | Walk-In Counseling Center  

Crisis Resources | Walk-In Counseling Center 

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-In Counseling Center  

News | Walk-In Counseling Center  

News | Walk-In Counseling Center  

User account | Walk-In Counseling Center  

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

 

  

   
about/ 5 pages 

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 

 

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
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consultation/ 2 pages 

Services Available | Walk-In Counseling Center  

Professional Relationships | Walk-In Counseling Center  

 

  

   
counseling/ 5 pages 

Our Counselors | Walk-In Counseling Center  

Information for Clients | Walk-In Counseling Center  

Confidentiality Policies | Walk-In Counseling Center  

Expressing A Concern | Walk-In Counseling Center  

Frequently Asked Questions | Walk-In Counseling Center  

 

  

   
news/ 

 
 

  

   

  

   
201103/ 2 pages 

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

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

 

  

   

  

   
201104/ 1 pages 

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

 

  

   

  

   
201109/ 4 pages 

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/ 4 pages 

Talkin' About Walk-In: Issue 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  

 

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
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201204/ 2 pages 

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/ 4 pages 

Walk-In receives multiple grants in 2012 (6/12/12) | Walk-In Counseling Center 

May is Mental Health Month. (5/10/12) | Walk-In Counseling Center  

Walk-In 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/ 1 pages 

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

 

  

   

  

   
201207/ 3 pages 

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/ 2 pages 

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/ 2 pages 

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/ 3 pages 

Gary Schoener presented with ethics award (10/30/12) | Walk-In Counseling Center  

Mental Illness Awareness Week (10/8/12) | Walk-In Counseling Center  

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

 

  

   

  

   
201211/ 3 pages 

Closed for Thanksgiving. (11/21/12) | Walk-In Counseling Center 

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

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

 

  

   

  

   
201212/ 6 pages 

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-In 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/ 3 pages 

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 
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Talkin' About Walk-In: Issue 4 (2/18/13) | Walk-In Counseling Center 

2013 Volunteer Expo (2/14/13) | Walk-In Counseling Center  
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2012 Annual Report (3/27/13) | Walk-In Counseling Center  

 

  

   

  

   
201304/ 3 pages 

It’s National Volunteer Appreciation Week (4/22/13) | Walk-In Counseling Center  

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  
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Talkin' About Walk-In: Issue 5 (5/28/13) | Walk-In Counseling Center  

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
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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
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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


 
31 

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  
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