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Reflections
Hospitality creates a place where differences meet and where power 
relationships are transformed. David I. Smith

True integration will be achieved by true neighbors who are willingly 
obedient to unenforceable obligations. Martin Luther King

Hospitality in its deepest sense is a willingness not only to receive the 
stranger, but also to be changed and affected by the presence of the 
other, not only personally, but institutionally, curricularly, and politically. 
Susanne Johnson

Custom further instructs the host to feed his guest before making inquiry 
concerning the purpose of the visit… In contemporary time would we 
invite a stranger into our home before hearing his tale, the purpose of his 
visit? First we ask for identification, then we decide whether to welcome 
the visitor. Daniel Wolk

Hospitality is not a subtle invitation to adopt the lifestyle of the host, but 
the gift of the chance for the guest to find his own. Henri Nouwen

In order for a person to show hospitality, three things need to be true. 
The person needs to love oneself, forgive oneself, and to truly know 
oneself. Only then do we welcome a stranger into our heart.  
Parker Palmer

In welcoming the stranger, consider that it is not you that is in charge. 
Gina Anderson 

The community concept in Burkina Faso, West Africa, is based on 
the fact that each person is invaluable and irreplaceable; each brings a 
unique gift. Community is also like a marketplace where individuals 
know they can offer their gifts, and they will be received by people who 
need and value them. Sobonfu Some
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Who taught you about being welcoming?
(This may include both welcoming and unwelcoming 
individuals or groups.)
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The creation of an emotional connection 
with a customer is the foundation 

of a welcoming business.

Welcoming is… 
“the initial and ongoing interactions 
with people and environment that 

result in a FEELING of belonging 
and a willingness to engage.”
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Combining and Aligning Initiatives

Welcoming offers the opportunity to focus on 
three complementary and current initiatives 

in human service organizations.

Cultural Competence
Cultural competence, at its core, is 
about the design of service systems 

which welcome customers, other citi-
zens, and staff into inclusionary and 

accepting relationships.

Strength-based Services
Strength-based services focus on 
locating welcoming places in the 

community for the person to be seen 
for their strengths and welcomed for 

who they are. 

Healthy Workplaces
Healthy workplace cultures encour-

age co-workers to build relationships 
which rely on welcoming each other 

for strengths and problem solving 
issues which create unwelcoming or 

toxic environments.

CREATING 
WELCOMING 

PLACES
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1. STAGE ONE: RIGHTS 
Justice-Based Inclusion
 Essential Decision: 
 “You have the right to be a part of my group.”
 Essential Question: What is respectful and equitable    
 treatment of the stranger? 
 What cultures are over- and under-represented in our group?
 Are we adhering to current laws and rules related to inclusion?
 How do we decide what is fair and equitable treatment?

2. STAGE TWO: SENSITIVITY 
Cultural-Based Inclusion
 Essential Decision:
 “Each person has unique and valued attributes.”
 Essential Question: How do you define your world?
 How do you define and relate to self, others, natural world, and   
 spirit?
 What are the rituals and routines of your life?

3. STAGE THREE: HOSPITALITY
Welcoming-Based Inclusion
 Essential Decision: 
 “I will open my heart and my home to the stranger.” 
 Essential Question: What is the condition of my heart, and how   
 can I show hospitality to the stranger?
 How can I open my heart to the stranger?
 How can I learn the stories of the stranger? 
 What are my welcoming rituals?

Three Stages of 
Cultural Competence
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Convergence of Social Service and 
Community Development Movements

Community Development
•Capacity focused
•Neighbor helping neighbor
•Everyone can help

Recovery (M.H./Sub.Abuse)
•Re-connection with community
•Discovery of abilities

Family-Centered (Welfare/Family)
•Strengths-based
•Parent to Parent
•Inclusion in community life

Cultural Competence
•See everyone as welcome
•Everyone has capacity
•Value uniqueness of individual

Self-Determination (Dev.Disability)
•Person has authority
•Person has abilities
•Person can be in community

Restorative Justice (Justice System)
•Person can give to community
•Use person’s abilities
•See person as valued member

Common Theme is Hospitality:
Everyone has something to offer
Everyone is welcome
Building relationships is focus of effort



           Community Activators  •  www.communityactivators.com  •  206-463-3666

8

“What Do Customers Really Want?”

Level One: Processing
Getting the customer through the 

process of the transaction.

Level Two: Customer Service
Support to your customer that makes the 

transaction go smoothly.

Level Three: Customer Experience
Creation of emotional connections through the use 
of superior information and systematic empathy.

        What Customers Really Want
          Scott McKain

“Your story matters to me.”
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Social Services:
Professional helping work of all kinds is designed under 
a “personal preparation” model. The focus is on educat-
ing, preparing, altering, or improving the person in a way 
that increases the likelihood of them being able to further 
engage in the regular, healthy routines of community life. 
It enables the person to move towards the group.

Community Development:
Community development assumes varying levels of ca-
pacity and contribution by individual citizens and accepts 
their “current condition.” The focus of the effort is to in-
crease the group’s capacity to accept and work with these 
varying levels of contribution.

Increasing our community development capacity helps us un-
derstand that:

Both the person and the community suffer as a result of exclu-
sion and non-participation.

The source of the stigma is rooted in isolation from relational 
life, not in any particular defect in a person.

The malady is in us all, not just in the person experiencing feel-
ings of not-belonging.

Each interaction has a primary approach of hostility, avoidance, 
or hospitality.

There are two kinds of work… 

PERSON    GROUP

PERSON    GROUP

AND
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Three Variables for Creating 
Welcoming Cultures

How I "see" 
the other

How I “see” 
myself

Welcoming Choices 
and Action



           Community Activators  •  www.communityactivators.com  •  206-463-3666

11

Welcoming the Other: 
How I ‘See’ Him or Her

1. Does every person have a gift?
Activity: Read Palmer article and dialogue

2. How “personal trouble” is viewed: Is it 
primarily something to “get through and get 

over,” or is it an initiation?
Activity: Review initiation sheet.

3. Differences between Westernized social 
services and Gift/Welcoming orientation

Activity: Review orientation sheet

4. Does the person need to be “cured” 
or welcomed?

Activity: Create an individual Welcoming Plan

Hospitality in its deepest sense is a willingness not only to 
receive the stranger, but also to be changed and affected by the 
presence of the other—not only personally, but institutionally, 
curricularly, and politically. Susanne Johnson

If hospitality involves sharing your life and sharing in the lives 
of others, then guests and strangers are not first defined by their 
needs. Lives and resources are much more complexly inter-
twined, and roles are much less predictable. Christine D. Pohl
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“Some readers may remain uncon-
vinced that everyone is born with 

some gift, some mastery. For 
them—wounded perhaps by an 

ego or a culture that says people 
are incompetent without training—

the notion that we are all given 
expertise at birth may sound 

like the largest illusion of all.” 

 Every human being is born with some sort of gift, an inclination or an instinct that 
can become a full-blown mastery. We may not see our gift for what it is. Having seen it we 
may choose not to accept the gift and its consequences for our life. Or, having claimed our 
gift, we may not be willing to do the hard work necessary to nurture it. But none of these 
evasions can alter the fact that the gift is ours. Each of us is a master at something, and 
part of becoming fully alive is to discover and develop our birthright competence.
	 Discerning	our	native	gifts	is	difficult	for	many	reasons.	We	live	in	a	culture	that	
tells us there is no such thing as a gift, that we must earn or make everything we get. So-
cial forces such as racism, sexism, and ageism press poor self-images upon us. Various in-
ner pathologies may lead us to embrace those images despite the obvious damage they do. 
But the most subtle barrier to the discernment of our native gifts is in the gifts themselves. 
They are so central to us, so integral to who we are, that we take them for granted and are 
often utterly unaware of the mastery they give us.
 The skills we are most aware of possessing are often those we have acquired only 
through	long	hours	of	study	and	practice,	at	considerable	financial	or	personal	cost.	Pre-
cisely because these skills once cost us effort to acquire, and still cost us effort to employ, 
we are acutely aware of owning them. Ironically, these self-conscious skills are often 
not our leading strengths; if they were, they would not be so effortful. But they are the 
strengths upon which we sometimes build our identities and our careers—though we 
build on an anxious, uncertain foundation. Meanwhile, our native, instinctive gifts either 
languish unused and unappreciated or get used unconsciously without being named 
and claimed. Some readers may remain unconvinced that everyone is born with some 
gift, some mastery. For them—wounded 
perhaps by an ego or a culture that says 
people are incompetent without train-
ing—the notion that we are all given ex-
pertise at birth may sound like the largest 
illusion of all. 
 So when we seek our birthright 
gifts, it is important not to equate them 
with the techniques our society names 
as skills. Our gifts may be as simple as a 
real interest in other people, a quiet and 
caring manner, an eye for beauty, a love 
of rhythm and sound. But in these simple 
personal gifts the seeds of vocation are 
often found, if we are willing to do the 
inner and outer work necessary to culti-
vate our mastery.

Does Everyone Have A Gift?

Excerpted from:
 The Active Life
	 Parker	Palmer
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What is an initiation?
Any major life event which causes suffering and: 
…causes a basic questioning of life purpose and worthiness.

…alters a person’s thinking or behavior.
…results in a strengthening of an innate talent.

What are the stages in an initiation?
1. Separation

The person enters a life event which results in: 
 …separation from familiar patterns 

of activity, relationship, or definition of self.

2. Ordeal
A single event or a series of events which result in: 

…unusually severe suffering.
…a questioning of “why this is happening to me.”

…attempts to connect with spiritual sources.
…generally accompanied by further feelings of 

isolation and not being understood. 
…culmination of ordeal when gift is identified

(purposeless to purposeful suffering).

3. Homecoming
Either a single event or a series of events in which:

…you give your gift.
…your gift is seen or acknowledged by another person.

…you feel an increased sense of worthiness and welcoming.

Core Gifts and Initiations



           Community Activators  •  www.communityactivators.com  •  206-463-3666

14

 Beliefs That Define Intervention Strategies

Welcoming/Gift Orientation   Westernized Mental Health

Stories are exchanged between    Stories travel only from guest to host. 
guest and host. 

Suffering is utilized.     Suffering is unwanted pain to
        be eliminated.

Individual has increased new capacity   Individual must recover whatever 
as a result of suffering.     they can as a result of suffering.

Person has gifts, talents, strengths.   Person has many abilities.

Wholeness results from homecoming.   Wholeness results from level of cure.

Welcoming is “root” problem.    Illness is “root” problem.

Interventions are to heal both person and  Interventions are to prepare and heal 
community.       person.

Person is ready for community now.   Person needs to demonstrate readiness
        and “earn” right to be in community.
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Creating a Welcoming Plan

1. Where do you currently feel welcome? (up to 
four groups, places, or individuals)

2. Where don’t you currently feel welcome? (up to 
four groups, places, or individuals)

3. Where would you like to feel more welcome? 
(pick one or two places, groups, or individuals)

4. What would it take to feel welcome with that 
person, group, or place? (list specific actions or 
behaviors for each person, group, or place)

5. What are the steps you would need to take to be 
more welcome in each of the places you identified? 

6. What support, if any, would be helpful to you? 
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Welcoming Who I Am: 
How I ‘See’ My Self

“Hospitality is what is always demanded of me, that to which I have 
never measured up. I am always too closed-fisted, too ungracious, too 

unwelcoming, too calculating in all my invitations, which are disturbed 
from within by all sorts of subterranean motivations…”

       Jacques Derrida

1. The obligation of the ally.
Activity: Not-belonging stories

2. What gifts am I bringing?
Activity: Three Gifts reflection

3. What part(s) of myself have I lost 
through the acts of helping others? 
Activity: What have I lost through serving others?

4. What separates you and me? 
Activity: What are my current boundaries?
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W
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their core gifts... giving them

 a solid 
place to start from

 and return to. 
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THREE Essential Stories for the Ally

The condition of a person facing a life challenge is often 
one of feeling not as capable as those around them. As they are 

questioning whether they are worthy enough to engage in 
this struggle—or if they should retreat—there are three 

primary kinds of self-talk:

Not-belonging: “I don’t belong. Even if I’m successful, 
people will not want me. I won’t be good enough for them.”

No one will help: “There will be no one to help me. I’m all alone.”

Not enough courage: “I’m just not brave enough to try this.”

The Ally can encourage the person by offering three kinds of 
stories that reveal your own struggles in similar situations. 

These stories are not intended to help the person “feel better,” 
but rather to demonstrate that their indecision and concerns 

have been shared by others. They are not alone. 

Not-Belonging
A story of a time when you felt left out, like you didn’t belong.

Someone Helped 
A story of a time another person came to your aid in a difficult time.

Courage
A story of a time when you had to find the courage to act.

THE CONDITION OF THE PERSON

HOW THE ALLY CAN HELP
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Workplace Contribution: Gifts

Gifts are the abilities we bring to other peo-
ple that are discovered and/or strengthened 
as a result of going through difficult life 
situations. Because these leading strengths 
are attached to prior difficulties, we are 
highly motivated to give them. Over time, 
the giving of our gifts helps us to heal and 
become stronger.

1. Think of three situations you have faced in your life which you would char-
acterize as “difficult to go through.” These situations do not necessarily need 
to involve suffering or pain. Oftentimes, beginning a new activity such as a 
career, marriage, or birth of a child can be seen as difficult life situations.

2. For each situation you have identified, name the specific strength that you 
developed in order to get through that event. This strength can be a skill, tal-
ent, belief, or a commitment you made to yourself.

3. Team members take turns saying their full name (be certain to do this, even 
if they already know each other), and then describing the three major gifts 
they are bringing to the team.

4. Debrief this activity when everyone has had a chance to name their gifts. 
Possible discussion questions are:
 “Were you surprised by any of the gifts that you thought of?”
 “What did it feel like to state your gifts?”
 “What is your reaction to hearing other people’s gifts?”
 “Whose gifts would you like to learn more about?”

The following activity is designed to help a work 
group get started down the road of sharing and ac-
knowledging each other’s gifts. Although it is a simple 
activity, it can have profound results.

Gift Team-Building Activity
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The Life of Service

The working conditions in social service agencies are often high stress, fast 
paced, and full of emotional highs and lows. There are so many people to 
help, and the day goes by so fast. The effects on the employee over time can 
result in depleted resilience. As we pull inside ourselves to protect our re-
maining reserves, we can begin to harden both our hearts and our responses 
to the people we serve and our co-workers. Do you notice any changes in 
yourself?

Activity:

1. Think back to your first job as a helper. Describe your levels of hope, 
your approach to your work, how you viewed the people you served, and 
your general resiliency.

2. How are you doing today? What part of your work has caused your heart 
to become hardened? How does that hardening affect your capacity to show 
hospitality? Can you give us an example of your “inhospitable” behavior? 
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What Are The Boundaries? 
Merging Community Development Principles 

with Professional Social Service Training

I am willing to get real personal about my own story when there is a death involved 
in someone’s life… otherwise I don’t share too much.

I can’t get straight answers out of my supervisor about this… I feel like I’m hang-
ing out on a limb doing some of the things I do.

I ask myself: Did I just create a new weight for the person by telling them that?

I know that my boundaries break down when I find myself in a common struggle 
with someone I am helping.

The family advocates and peer workers are really challenging some of my ideas 
about boundaries.

It’s important to not be too specific, but speak to the common ground… like ethnic-
ity, shoes, being a mom.

I get confused between what the “rules’ of my profession are, and what I know re-
ally works.

I have to be honest about whether or not what I am about to say is truly in service 
to the other person, or whether it’s a story I’m telling to help with my own healing.

It totally depends on the role you are in. It’s got to be different for therapists than it 
is for community workers.

I don’t cross personal boundaries unless I know specifically how my story may be 
useful to the other person.

I’m really afraid of doing something wrong, but I know that our current rules just 
aren’t working for me.

What I’m trying to learn is how to use the power of my story without telling it to the 
other person.
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Being an Ally: 
What are the boundaries?

Physical
•The locations in which you are willing to be physically  
present with the person.
•The physical proximity to the person while you are in that 
location.

Stories and Information
•The information and stories you are willing, and are not 
willing, to share with the person.

Emotional
•The types of emotions (anger, sadness, happiness, etc.) that 
you are willing to share with the person.
•The level of intensity of that emotion that you are willing to 
share with the person.

Spiritual/energetic
•Acknowledging awareness of an energetic connection to the 
person.
•Acknowledging awareness of a larger purpose to the inter-
action with the person.
•Information related to spiritual belief systems.
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Creating Welcoming Cultures: 
Welcoming Acts

“Simply throwing one’s home open without 
serving as host is not enough.”

   David I. Smith

1. Implementing Welcoming Domains
Activity: Self-rate Welcoming tool and 

discuss strengths and weaknesses

2. Community Collaboration Projects
Activity: Review Business welcoming initiatives
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The Four Domains:
Transforming to a 
Welcoming Culture

Domain One: 
Helping people using services initiate 
and sustain community activities

Domain Two: 
Developing the welcoming capacity of 
community places

Domain Three: 
Welcoming people into our workplace 
and services

Domain Four: 
Creating a welcoming workplace 
for employees



           Community Activators  •  www.communityactivators.com  •  206-463-3666

25

TOTAL SCORE:

TWO ITEMS OF MOST INTEREST TO ME:

1  2  3  4  5 

1  2  3  4  5 

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5 

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

ITEM NUMBER:     ITEM NUMBER:

1. Our organization’s Plans of Care focus on expectations for growth 
rather than maintenance, protection, and caretaking.

2. Our organization uses quality of life indicators rather than clinical or 
behavioral measures of success.

3. Our community integration work is usually with one person at a time 
rather than with groups of people who use our services. 

4. We can clearly state the gifts, talents, and skills of individuals using 
our services.

5. Our Plans of Care utilize those specific gifts, talents, and skills as a 
primary tool for engagement and activities.

6. We have adequate resources to help people get and keep employment 
or other kinds of community participation activities.

7. We have adequate resources to help people learn how to use 
community transportation and other public resources.

8. We have an established mentoring or buddy system to support people 
in increasing his/her community activities.

9. Our planning processes with people accurately identify the places 
he/she would like to belong or participate.

10. We do not replicate already existing kinds of community clubs and 
activities within the services of our organization. 

11. Service staff regularly discuss creative new strategies for helping 
people get connected in the community.

12. We have adequate and up-to-date space for community 
announcements, resources, and event notices.

13. We provide support groups for people to gain courage to further their 
life goals and increase their community participation.

65

NO YES

Domain One:
Helping people using our services 
initiate and sustain community 
activities.
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1. Our leader has clearly articulated a vision which describes the 
connections between welcoming, people using our services, 
and the mission of our organization.

2. Employees have been training in community organizing skills.
3. Our organization’s representatives to the Chamber and/or 

other service groups have brought up the idea of being more 
welcoming to the membership of those groups.

4. Our strategic plan has development items related to increasing 
our involvement in the community.

5. We actively collaborate with other community groups in the 
areas of housing, law enforcement, education, employment.

6. We have the tools (cars, phones, flexible hours, etc.) to do 
community work.

7. Employees work with churches and civic groups to increase 
their willingness to be inclusive of the people we support.

8. Our business hosts and/or participates in community 
celebrations (chamber events, parades, 4th of July, etc.)

9. Our business advertising/literature specifically refers to us as a 
welcoming business.

10. We provide workshops and presentations to community 
groups who would like to be more welcoming.

11. We allow employees time off (paid or unpaid) to participate in 
community events that our business is promoting or believes 
in.

12. We sponsor activities which offer opportunity for the people 
we serve to tell their stories to other citizens.

13. Our business has adopted one “favorite cause” in the 
community for its focus.

TOTAL SCORE:

TWO ITEMS OF MOST INTEREST TO ME:

1  2  3  4  5 

1  2  3  4  5 
 
1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5 

1  2  3  4  5
 
1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

ITEM NUMBER:       ITEM NUMBER:

65

NO YES

Domain Two:
Developing the welcoming 
capacity of community places.
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TOTAL SCORE:

TWO ITEMS OF MOST INTEREST TO ME:

1  2  3  4  5 

1  2  3  4  5 
 
1  2  3  4  5

1  2  3  4  5

1  2  3  4  5
1  2  3  4  5

1  2  3  4  5
1  2  3  4  5
1  2  3  4  5 
1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

ITEM NUMBER:       ITEM NUMBER:

1. Our employees, as a group, have met to talk specifically about 
the importance of being welcoming.

2. Our employees, as a group, have brainstormed ways the business 
could be more welcoming.

3. We have written policies and procedures which demonstrate our 
intention to be welcoming.

4. Our offices minimize the separation between staff and people using 
services.

5. Our services are provided with a minimal amount of waiting time.
6. We have pertinent information in multiple languages when 

appropriate to our customer base.
7. People using services are always warmly greeted when they enter.
8. There is clear signage in and around our business.
9. Signage in our offices is focused on welcoming, not rules.
10. Our initial meetings with a new service user have equal amounts 

of time spent discussing their strengths/dreams and their current 
difficulties.

11. We have “home” touches in the public areas of our business that 
increase the feelings of hospitality.

12. Our employees have been trained in how to deal with difficult 
customers and follow our procedures.

13. We have asked our customers to tell us what is welcoming and 
unwelcoming about our business.

65

NO YES

Domain Three:
Welcoming people into our 
workplace and services.
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TOTAL SCORE:

TWO ITEMS OF MOST INTEREST TO ME:

1  2  3  4  5 

1  2  3  4  5 
1  2  3  4  5
1  2  3  4  5
1  2  3  4  5

1  2  3  4  5
1  2  3  4  5

1  2  3  4  5

1  2  3  4  5 
1  2  3  4  5
 
1  2  3  4  5

1  2  3  4  5
1  2  3  4  5

1  2  3  4  5

1  2  3  4  5

ITEM NUMBER:       ITEM NUMBER:

1. We have identified the dominant gifts/talents of each employee and 
provide opportunities for them to contribute those things.

2. Our workplace has a diverse mix of employees.
3. Supervisors are seen as careful listeners and fair decision-makers.
4. Our new-employee orientation has an emphasis on welcoming.
5. Conflicts between employees are typically resolved within a 

reasonable period of time.
6. Supervisors have been trained in conflict resolution methods.
7. Job duties include a description of the employee’s obligation to be 

welcoming.
8. We provide a positive and “strength-describing” introduction of new 

employees to existing employees.
9. It is safe for employees to speak up about workplace issues.
10. We regularly celebrate the accomplishments of both our business 

and the accomplishments of individual employees.
11. We assign new employees a mentor during their first few weeks of 

employment.
12. Our leadership routinely asks employees for their ideas.
13. Our organization has a variety of activities that demonstrate a 

commitment to employee cohesion and health.
14. Employees have structured time for getting to know each other’s 

stories and deepen relationships with each other.
15. We focus on employee benefits, paid and unpaid, to demonstrate that 

we value our employees.

75

NO YES

Domain Four:
Creating a welcoming workplace 
for employees.
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 Choosing a Structure For Change: 
 Why Use Domains?
_______________________________________________

• Changes employee culture to a learning group format which 
encourages creativity and increases hope.

• Recognizes that creating programs doesn’t equal creating quality 
programs.

• Domain model counters disempowerment and victimization by 
focusing on local ideas and initiative. 

• Domains build unity and shared culture across workgroups within 
organization through cross-work composition of Domain groups. 

 
• Using Domain structure creates container for learning so ideas 

can be shared with other organizations using a similar domain 
structure.

• Builds site leadership and widens authority by transferring 
responsibility for creativity to all levels of the organization.

• Consistent Domain meeting structure reaffirms new culture.

• Helping organizations using a case-management approach tend 
to foster worker-isolation. Domains foster engagement of workers 
with each other. 

• Allows staff to pursue their passion related to service delivery 
approaches.

• Shifts evidence-based practice towards practice-based evidence.
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Welcoming Transformation: Examples of 
Accomplishments 

These are the initial activities designed and carried out by staff to align 
our welcoming principles with our daily actions:

Noticeable increase in the daily use of the language of welcoming, hospitality, and inclusion which is 
replacing mental health language and labels.

Staff meetings with focused time to plan and problem solve welcoming implementation strategies.

Created Principles dialogue at Leadership Team meetings using our mission and core values.

Increase in the attention paid to staff feelings of being welcomed and listened to.

Implemented Welcoming Inventory during intake processes.

Created Member mentors.

The leadership team surprised all staff with lunch served by the leadership group restaurant-style. 

We created and implemented a Welcoming Assessment Plan for members.

Created team bulletin boards in a central location.

Created Community Happenings bulletin boards in central location.

Created morning email updates that include new employee welcoming.

Increased availability and access of housing units in AV area by holding a “meet and greet” with 
local landlords.

Beautified the offices by painting, cleaning up, and de-cluttering.

Modified our new employee orientation to embrace welcoming ideas. 

Created a management performance review that reflects our welcoming approach.

Designed a format for making public presentations about mental health issues that frame our work 
as being about welcoming and community development.

Weekly leadership discussion of welcoming principles.

Strategic meeting with the Palmdale Chamber of Commerce to talk about mutual interests around 
creating welcoming communities.
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MHALA: Antelope Valley Mental Health

Our Welcoming Transformation: 
What we’ve learned so far

1. Byproduct of this process was that it built a more solid leadership team with more 
ability to work through issues and make unified decisions.

2. Leadership team needed considerable processing time to figure out what this 
approach really meant in terms of culture change and practice change.

3. Domain Facilitators (often clinicians with good therapeutic communication skills) 
needed more guidance and support than we anticipated.

4. May be good to have leadership appoint domain facilitators rather than have each 
domain select. Needs strong and energetic facilitation.

5. Domain group participation declined at first. Made attendance mandatory.
a. We set parameters for missing a meeting which limited excused absences to 

being sick, on vacation, life-threatening client situation, or client appointment 
that can’t be rescheduled (court date, etc.).

6. Integrating forms and client processes is critical to success of creating welcoming 
culture. Can’t just be special projects and activities added on to usual client support.

7. Domain 1 (staff hope and values) had the most conflict between staff and the largest 
group.

8. Some staff initially avoided engagement by making it a condition that the institutional 
barriers change before they were willing to change. 

9. Where’s the wild? Creativity, inspiration, and truly inventive ideas have been difficult 
to foster. Mental health work climate does not support innovation in many ways.

10. Leadership has to be unified in its approach and directive about the expectations 
with no wavering. Some staff are looking for this to collapse like so many other 
things that have quietly gone by the wayside.

11. Domain groups who picked small things to do lost their energy over time and 
complained about the process.

12.  Actual staff time invested is within reason and doable.



 
 
 

North Lake Tahoe-Truckee  

Welcoming Places Initiative 
 

Program Participant Guidebook 

 
 
 
“The Welcoming Places movement is about every organization’s obligation to the heart of the 
community, creating places where all citizens feel included and have a contribution to make.  
When businesses, non-profits and civic groups align around these strategies, powerful results 
happen” 
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Feeling Welcome:
Joining out of loneliness for each other

By Bruce Anderson

 
 William Stafford, poet and teacher from Oregon, writes that things join “out of loneliness 
for each other.” At the heart of all community building is the desire to connect citizens with other 
citizens. These acts of joining, small or large, form the fundamental cure to loneliness. Could those 
of us strategizing ways to build community make good use of our time by considering what the 
condition of loneliness means to each of us in our own lives? By joining together, telling our own 
stories of loneliness, and describing the pathways that guided us through those times, we may locate 
a collective wisdom we can expand and take back to our work on a larger scale. 

Why aren’t we talking more about our own loneliness? The stories of times when we have 
felt disconnected with others take us back to places many of us would choose to forget, if only 
we could. As part of our organization’s community building work, we often ask groups to divide 
up—in pairs or threes—and have each person tell a story about a time in their life when they felt like 
they didn’t belong. As those stories are shared, many of them told for the first time since the event 
happened, there is often an initial feeling of darkness and despair. What we have learned, however, is 
that the darkness is quickly replaced by a feeling of unity and strength as the similarity in the stories 
is noticed and people begin to remember that the condition of loneliness is part of our common story. 
We have also learned that each of us has wisdom and a unique understanding about loneliness that 
is useful to share. There is a strength resulting from the telling of these stories that binds people 
together and increases their commitment to community building action. 

Is our unwillingness to “join out of loneliness for each other” because we want to be alone? 
Not me. I have persistent and haunting memories of each time in my life I have felt lonely…
somehow unwanted or unaccepted by others even though I yearned for their touch or their particular 
nod in my direction. So now, as I consider my own quiet refusal to stand beside those who are 
lonely, I question the advantage my silence brings me. I get the comfort from not revealing my own 
stories of loneliness to others who may benefit from hearing them, but also the damaging turbulence 
that locked-up stories bring to my soul. I get the advantage of thinking that my life is put together 
somehow more completely, and that I need less help than those around me, but also the daily burden 
of maintaining that false front. I get the “calm before the storm” advantage of delaying facing my 
own suffering, though not answering that knock at the door creates a deeper dissatisfaction with my 
own courage.
 Sometimes I respond to loneliness by saying “but, in the end, we are alone in the world.” 
I know when I think or say these words it often comes on the coattail memory of its companion 
belief—another grim reminder—which begins… “You really can’t trust anyone but yourself.” These 
two half-truths, usually erupting out of some situation in which I did not receive the love or attention 
I thought I deserved, serve to drive me further into my loneliness by carrying into my psyche the 
idea that the world is a dangerous and hurtful place. It is that small and afraid voice inside reminding 
me that when you go out in the world, this is what you can expect. You should have known better. 
These responses come from a desire to reconcile my feelings of loneliness by pushing them towards 
hopelessness. Far from courageous introspection, this comfortable hopelessness gives me permission 
to see loneliness in others and myself and not take action. 



           Community Activators  •  www.communityactivators.com  •  206-463-3666

34

 Stafford, in a poem called “A Ritual to Read to Each Other,” reminds us of the deep 
obligation humans have to stay joined and act when we are a witness to disconnection. He writes 
about a band of elephants holding each other’s tails on the way to the park. “But if one wanders,” he 
says, “the circus won’t find the park. I call it cruel and maybe the root of all cruelty to know what 
occurs but not recognize the fact.” 

Loneliness comes from the unmet desire to feel the presence of another in your life. There is 
a sadness and disconnection with the world that comes with the feeling of loneliness. Being alone, 
on the other hand, is not the same as being lonely. Being alone does not, in itself, cause loneliness. 
Being alone simply states that you are standing by yourself, not in the presence of others. That you 
are “going it alone” for the moment, and acting by oneself. Being alone can involve courage, a 
feeling of wholeness, and a feeling of deep connection to those around you. 
 What are we doing to help those around us not feel lonely? And what are we doing to 
encourage those around us to know the power of standing alone? For myself, I know that helping 
others find ways out of their loneliness has shattered my own illusion that I am not lonely. I struggle 
with my own feelings of being unwelcome each time I witness another person taking courageous 
steps towards connectedness with others. As Wendell Berry says, “true social change may stick, not 
through large heroic acts of defiance, but rather through the small acts each person makes because 
their conscience and integrity would be shattered if they did otherwise.” The small acts of standing 
by that we make each day tell more about our desire to cure loneliness than the heroic programs and 
principles we pledge our allegiance to. 

My fear
is in getting to know you.
For in those moments of conversation
when I begin to see you more clearly,
I may discover I am not
the loving person I imagine myself to be.
Not loving. Me. Now I’ve said it.

My safety
is my silence and quiet refusal
to stand beside you when you need me or I need you.
I hold my breath tightly, silently,
trying to stop love from moving through me,
giving trouble a solid place to stand.
Forgetting that, like water, 
love moves through all things. 
Like the tides, it washes over dry souls who wait.
 
If I could have one thing, 
just one thing different,
it would be to touch that stone-cold part of my soul
and give it light.
To walk, wet and shivering,
out of the river of fear 
with a heart that no longer needs to hide.
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Creating Welcoming-Based Culture in Organizations and Communities
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Community Activators
Workshop Evaluation

Workshop Name: 

Training Location: 

Date:

Type of Attendee (please circle most accurate item):

Service Recipient    Supervisor  Direct Service         Administration         Other   

Training  Day (Please circle your response to each item): 
1=Strongly disagree  2=Disagree  3=Neutral  4=Agree   5=Strongly agree 

1. The content was relevant to my job.    1     2     3     4     5     N/A 

2. The workshop content stimulated my learning.     1     2     3     4     5     N/A

3. The pace of this workshop was appropriate.           1     2     3     4     5     N/A 

4. The instructor was well prepared.                         1     2     3     4     5     N/A 

5. The training packet met my needs.          1     2     3     4     5     N/A

6. The instructor was interactive with the group.        1     2     3     4     5     N/A 

7.  Any ideas or activities in this training that you found not helpful?

8.  Any ideas or activities in this training that were especially helpful?

9.  Do you have any suggestions for improving this training?
 

Are you interested in receiving information from Community Activators if we have other materials 
or information related to this topic?  If so, please write your name and e-mail below.  (Community 
Activators has a “no-share under any condition” policy related to all contact information.) 




