
 

 
 
 
 
 
 
 
 

 
VOLUNTEER HANDBOOK

 
 

Resettlement and Immigration Services 
1825 Riverside Drive 

P.O. Box 23825 
Green Bay, WI 54305 

Phone:  (920) 437-7531 
Fax: (920) 437-0694 

 

Catholic Charities' Resettlement & 
Immigration Services 
Diocese of Green Bay 



✹ Full Partnerships by individual parishes and congregations provide housing and resettlement support to a 
refugee, group of refugees or a refugee family for four to six months. 

✹ Joint Partnerships allow several individuals, parishes, congregations or groups to jointly provide housing 
and resettlement support to a refugee or refugee family for four to six months. 

✹ Contributing Partnerships enable individuals, parishes, congregations or groups with specific resources to 
help refugees. 

• Greet newly arriving refugees at the airport. 
• Prepare a welcome basket or individual backpack 
• Help orient refugees to the new community. 
• Support a refugee transition house for four to six months. 
• Set up the apartment with basic furnishings. 
• Be an English Language tutor. 
• Offer temporary housing or other support for a specific period of time. 
• Offer financial assistance and goods for refugee resettlement, perhaps through a special collection 

or donation of household items or ongoing collections. 
• Offer prayers fro the new arrivals 
• Provide transportation including moving furniture into apartments. 

Catholic Diocese of Green Bay 
Catholic Charities’ Refugee Resettlement Program 

P.O. Box 23825, Green Bay, WI 54305 
Phone (920) 437-7531  Fax (920) 437-0694 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Contact Information 
Barbara Biebel 
Catholic Charities Resettlement and Immigration Services 
PO Box 23825 Green Bay, WI 54305 
(920) 437-7531 ext. 8234 toll free (1-877) 500-3580 
 

Matthew 25:35   “For I was a stranger … and you welcomed me.” 
 
Imagine for a moment, that your life has been torn apart by war.  Imagine that you’ve lost your job, your home, and 
possibly even your family.  You’ve fled the country, and find yourself in a strange land, with no family, no friends, 
and little knowledge of the language or culture. 
 
Who will welcome the stranger? 

Who Are the Refugees 
 

They are people who “owing to a well founded fear 
of being persecuted for reasons of race, religion, 
nationality, membership in a particular group, or 
political opinion is outside the country of his 
nationality and is unable to or, owing to such fear, is 
unwilling to avail himself of the protection of the 
country.” 
 
Refugees are forced to leave behind their homes, 
jobs, possessions, family and friends.  As refugees 
seek a  better life in the United States, they are filled 
with hope, but they have little else. 

Our Response – Parish Partnership 
 

Parish Partnership is a supportive commitment to a 
refugee or refugee family needing your help.  This 
social action ministry is an opportunity for parishioners 
to practice what our faith teaches.  Helping a refugee 
begin a new life in our community is a tangible 
expression of what our faith calls us to do, and brings 
blessings to refugees and parishioners alike. 
 
The Parish Partnership project matches your gifts to 
the specific needs of refugees.  Parishes, other church 
congregations and community groups can choose from 
three options: 



CATHOLIC CHARITIES 
RESETTLEMENT AND IMMIGRATION SERVICES 

CATHOLIC DIOCESE OF GREEN BAY 
 

 
The Catholic Diocese has been resettling refugees since the end of World War II.  Resettlement 
and Immigration Services has settled over 5,000 refugees from Vietnam, Laos, Moscow, 
Azerbaijan, Georgia, Ukraine, Somalia, Cuba, and Bosnia. 
 
Resettlement and Immigration Services (RIS) welcomes the stranger and enables those escaping 
persecution to begin new lives with dignity through early self-sufficiency.  RIS strives to foster a 
community climate of acceptance for persons of different cultures. 
 
RIS provides state and federally funded comprehensive refugee resettlement services including: 
 
• Orientation in the U.S. laws, customs and institutions. 
• Intensive case management to insure all initial needs are met including: resource 

development, transportation, interpretation and advocacy. 
• Early employment placement assistance. 
• Resources for English as a Second Language classes. 
• Prevention services for refugee youth and families. 
• Community resources available for the families to utilize when they arrive. 
• Health concerns (mental & physical) 
• Employment 
• Residency and Citizenship 
 
RIS is highly dependent on volunteers who tutor English and academic subjects, mentor 
refugees, et up housing, provide transportation and act as interpreters.  Volunteers are essential in 
welcoming the newcomer, putting a human face on America and helping the refugees connect 
with the community. 
 
RIS also depends heavily upon donations of household items such as cooking utensils, gently 
used furniture, beds, blankets and pillows.  Such donations allow RIS to set up housing, pay 
deposits, furnish and feed families.  Refugee resettlement could not happen without the 
significant dollar-stretching resources provided by the community.  This support precludes 
refugees from accessing cash assistance in the six-week span from arrival to their first paycheck.  
Newcomers quickly become self-sufficient because of a unified volunteer, staff and client 
resettlement plan. 
 
RIS also provides low-cost immigration counseling to immigrants who need assistance adjusting 
status, petitioning for relatives, applying for asylum and dealing with a myriad of other 
immigration issues. 
 
 
Contact Information 
Barbara Biebel 
PO Box 23825 Green Bay, WI 54305-3825 
(920) 437-7531 ext. 8234 Toll Free (1-877) 500-3580 
 



 

THE REFUGEES JOURNEY TO THE 
DIOCESE OF GREEN BAY 

 
Refugee Flees Homeland 

 
United Nations High Commissioner of Refugees 

Repatriation (to be sent back to mother country) 
Nationalization (stay in country they fled to) 

Third Country Resettlement (less than 1% of refugee population) 
 

U.S. Department of State/CIS (the former INS) 
Conduct interviews at Migration Processing Center with refugee to determine resettlement eligibility 

 
Allocation to one of the Domestic Resettlement Agencies (The “Sponsor”) 

Migration & Refugee Services, USCCB 
 

Allocation to Local Affiliate Agency 
Catholic Charities of the Diocese of Green Bay, Resettlement & Immigration Services 

 
Refugee Notified of Resettlement Site in the U.S. Assigned to the International 

Organization for Migration 
Refugees prepare to enter last stage of processing before they deport.  Medical exams, orientation, 

security background checks & travel arrangements. 
 

Processing Completed 
Flight booked. Green Bay office notified of date & place of arrival. 

 
Local Arrival Preparation 

Resettlement planning with relatives (if any live in area) 
Assigns volunteers to the refugees. 

Arrangements made for apartment, furniture, food for family or alternative  
temporary housing. 

 
Refugee Family Arrives 

Case Manager/Interpreter, and or relatives/ volunteers greet refugee family at airport. Bring to 
apartment. Begin providing Core Services. 

 
Reception & Placement 

Core Services provided by local affiliate agency for ninety days after arrival . Provide basic needs 
support including: 

First 30 days: safe & sanitary housing, furnishings, food or food allowance, necessary clothing, 
appropiate referrals for additional services, apply for social security cards, help register children 

in school, transportation to job interviews & job training. 
First 90 days: Community & other orientations; Health-orientations & referrals; Follow-up on 

serious health issues; Employment orientation & referrals; Employment & welfare 
communication with state & local authorities; Assistance to minor children considered 

unaccompanied; Coordination & consultation with public agencies; Monitoring; Loan collection. 



 
THE DIFFERENCE 

 

REFUGEE 
A person outside of the U.S. who seeks protection 
on the grounds they fear persecution in their 
homeland.  To attain refugee status, the person must 
prove they have a “well-founded fear of 
persecution” on the basis of at least one of five 
internationally-recognized grounds: race, religion, 
membership in a social group, political opinion or 
national origin.

IMMIGRANT 
A Foreign-born individual who has been admitted to 
reside permanently in the United States. 



 
 
 
 
 
Who are refugees? 
 
Refugees are individuals or families who seek safety 
outside their country because of well-founded fear of 
persecution on account of race, religion, nationality, 
membership in a particular social group, or because 
of political opinions. 
 
 
 
 
Refugees Come Here For Economic 
Reasons 
 
FACT: Refugees are individuals or families who 
come here because they had to flee their homeland, 
and are unable to return because of persecution or 
fear of persecution.  Most refugees would rather live 
and work in their native country. 
 
 
 
 
The U.S. is the Only Country to Take 
Refugees 
 
FACT: There are 20 countries involved in refugee 
resettlement; some of the major countries are: 
Australia, Canada, China, France, Germany, Japan, 
New Zealand, Switzerland and the United Kingdom.  
The U.S. takes less than 1 percent of refugees 
resettled each year. 
 
 
 
 
Refugees Automatically Receive 
Special Money From the U.S. 
Government 

 
 
 
 
 
 
FACT: The U.S. government does not 
automatically provide refugees with money when they 
arrive here in the country.  However, there are 
benefits available for needy refugees.  The refugees 
must apply for these benefits and meet an income 
and resource test to qualify for any assistance just as 
U.S. Americans do. 
 
 
 
 
Refugees Do Not Pay Taxes 
 
FACT: Refugees pay taxes the same as any citizen 
living in the United States.  They pay federal and state 
taxes, and local taxes.  There are no special rules 
which give refugees a tax break. 
 
 
 
 
Refugees Take Jobs From Americans 
 
FACT: Refugees must apply and compete for jobs 
the same as any citizen.  Refugees also make jobs.  
They open new businesses that employ refugees as 
well as others living in the community.  Refugees 
bring new energy and creativity into U.S. communities 
 
 
 
 
The U.S. Spends Millions of Dollars 
Every Month Supporting Refugees 
 
FACT: Refugees must apply and compete for jobs 
the same as any citizen.  Refugees also make jobs.  
They open new businesses that employ refugees as 
well as others living in the community.  Refugees 
bring new energy and creativity into U.S. communities 

 
 
 
 
 
 
 
 
 
 
 
The U.S. Spends Millions of Dollars 
Every Month Supporting Refugees 
 
FACT: Refugees contribute a great wealth to this 
country through their culture and customs.  They are 
also a great resource.  Many of our finest people 
came here as refugees. 
 
 
 
 
 
Refugees do not want to learn 
English. 
 
FACT:  Most refugees want to learn English and 
enroll in classes to study English as a Second 
Language (ESL). 
 

Refugees are a Resource for the Future – 
Not a Burden of the Present, Without any Future 

MYTH 1 

MYTH 2 

MYTH 3 

MYTH 4 

MYTH 5 

MYTH 6 

MYTH 7 

MYTH 8 



RESETTLEMENT AND IMMIGRATION SERVICES 
VOLUNTEERING 

 
! Committing to Volunteering 
 
The commitment to assist a refugee family in their resettlement is a moral, not a legal obligation.  
Churches and parishes can provide more than can otherwise be offered to the refugees – the most 
important of which is the human hand of kindness.  Volunteers often serve as a “lifeline” for 
refugees, orienting them to a new city and a new country, helping them with advocacy, tutoring 
them in English and providing friendship. 
 
Your commitment and responsibilities are flexible.  Our office works with your church to 
determine what combination is right for you.  Some groups prefer hands-on work with our 
families by visiting, shopping with and orientating the children and adults personally.  Others 
prefer to conduct drives or fundraisers on behalf of a family.  The opportunities for both are 
plentiful and we welcome any contribution from your group.  Our volunteering philosophy is 
guided by the idea that there is more than one way to help a family. 
 
! How do we organize our church to volunteer? 
 
Churches have used a variety of successful structures for sponsorship.  Some organize full 
committees for each of the resettlement needs: Furniture Committee, Clothing Committee, 
Housing Committee, Health Committee, Education Committee, etc.  Other churches have 
organized a few families (three or four) to share the major tasks. 
 
You can begin by inviting a staff member from the RIS office to speak.  In the past, we have 
found that many myths and misconceptions exist on refugee resettlement based on “old” models 
that were used over a decade ago.  Our staff members can help to answer questions and concerns.  
We also provide assistance in organizing your members around resettlement. 
 
! What is required of volunteering groups? 
 
Again, requirements are flexible.  They depend on the resources and interest of the volunteers.  
Our office provides a guideline of needs that a sponsor can assist with.  We ask that the sponsor 
evaluate those needs and determine what you are interested in. 
 
Once your church has decided what it can do, your church will sign an agreement detailing 
everything that you have agreed to provide.  Our office will then provide orientation and training 
to volunteers, donors and leaders to help you organize your sponsorship efforts. 
 
Contact Information 

Barbara Biebel  
PO Box 23825 Green Bay, WI 54305-3825 
(920) 437-7531 ext 8234 
Toll Free (1-877) 500-3580 



VOLUNTEER ROLE 
 

In keeping with the Program’s mission, and with both compassion and common sense, volunteers are 
committed to addressing the legitimate initial resettlement and adjustment needs of those refugees 
entrusted by the Program to their care. 
 

Volunteer Guidelines 
 

1. Remain within Program parameters in your dealings with refugee clients.  When in doubt as to 
what those parameters are, consult with your Team Leader, the volunteer coordinator, or case 
manager. 

2. On matters of communication, always take the initiative!  Maintain a healthy and effective level 
of communication with fellow volunteers and Program staff.  Keep team leaders, the volunteer 
coordinator and Program staff fully appraised of significant developments, problems and 
concerns. 

3. Expect the unexpected; anticipate shortcomings and problems; “roll with the punches”; don’t 
“take it personally”; maintain a healthy detachment; be natural.  Don’t try to “make them over” 
into something they are not, or someone you want them to be. 

4. Guide, educate, encourage, empower!  Don’t make choices for them, or demand that they 
select those paths chosen by you.  Reach Out but don’t intrude or be Controlling.  Our primary 
purpose is to properly fulfill  THEIR legitimate needs and not our own. 

5. Guide refugees to earliest possible employment – self sufficiency being the central goal after 
resettlement.  “Free” cases must be employed by not later than 4 ½ months after their arrival.  
“Family Reunification” cases must be employed within 90 days of arrival.  (All refugees 
enrolled in Match Grant must be employed within 45 days of arrival.) 

6. The Volunteer or Parish/Congregational Resettlement Team is intended to be the primary 
vehicle for the provision of direct resettlement services.  With the Resettlement Services 
Checklist as a guide, Teams should continually strive for uniformity of purpose, approach and 
effort.  Working closely together to achieve the Program’s resettlement goals ensures success, 
minimizes stress and confusion, and allows for a greater level of personal enjoyment and 
fulfillment. 

7. Avoid the “Lone Ranger” approach to involvement.  Going-it-alone will lead to divergence of 
purpose/approach, avoidable mistakes and quite possibly, needless dissension. 

 
Contact Information 
Barbara Biebel 
Catholic Charities Resettlement and Immigration Services 
PO Box 23825 Green Bay, WI 54305 
(920) 437-7531 ext. 8234 toll free (1-877) 500-3580 
 
 
 



VOLUNTEER GUIDELINES AND PROCEDURES 
 
The most important guideline is your own common sense!  Keep in mind that you are serving as a 
role model and your example will have significant effect on how the refugees view their new country 
and its members.  While you respect them and their culture, you are expected to observe the 
following guidelines: 
 

1. No drugs or alcohol permitted on the premises or during work hours. 
2. No sexual activity of any kind permitted on the premises or during work hours – even between 

consenting adults. 
3. If a client makes a request beyond the scope of your duties or responsibilities, the client should 

be referred back to the case manager and you should discuss with the volunteer coordinator. 
4. If you have a need for supplies or training, you should direct these needs to the volunteer 

coordinator for potential referral. 
5. If you detect that someone has a need that is not being met (food, clothing, housing, money, 

job, etc.) contact the office before taking any action. 
6. Get others involved – you are encouraged to help recruit new volunteers to the program.  You 

may talk about your experience as a volunteer, but you may not share client specific 
information. 

7. Respect differences in culture – it is likely that you will be exposed to religious, medical and 
cultural practices that are unfamiliar to you.  This is a unique opportunity to learn something 
new and you are encouraged to share in this experience as fully as possible or as your own 
belief permits.  You are not expected to condone or agree with the client’s cultural preferences; 
however, it is never acceptable to be judgmental nor to discourage or express disapproval of a 
client’s practices or beliefs.  If you do not understand a particular behavior or belief, as the 
office staff for more information. 

8. Volunteers must abide by reporting laws and codes of confidentiality.  This means that 
suspected child, spouse or elder abuse must be reported and that the client’s personal data 
and information must be kept confidential.  Remember that you are part of the “resettlement 
team”.  If a client wishes to confide potentially harmful information, you need to remind the 
client that you can and do share information with the case manager as necessary. 

9. Because persons of all ages and backgrounds may be carriers of blood borne or other 
infectious diseases, take proper precautions when working with blood or potentially infectious 
bodily fluids.  For example, use gloves when cleaning blood or soiled waste and wash hands 
often, especially after removing gloves. 

10.   Remember the basic role of a volunteer: to ASSIST, but not to do for the person you are 
serving.  You are ENABLERS and EMPOWERERS, not those who maintain a dependency 
relationship. 

 
 



RESETTLEMENT AND IMMIGRATION SERVICES 
VOLUNTEERING GUIDELINES 

 
The following are guidelines for volunteering.  They are not requirements-they are choices.  
Your parish decides what they are interested in and our office works with you to determine the 
best combinations. 
 
! Family Mentor (1-2 per family) 
 

Mentors serve as the coordinator for each family.  They visit the family at least once a week 
to talk with them, speak English, share American cultural and social customs, introduce them 
to the local attractions and become their friends.  This is a position with significant 
responsibility and also, therefore, the most satisfying rewards.  Mentors often find that their 
refugee family becomes a lifelong friend even after the volunteer commitment ends. 

 
! ESL Tutors (1-2 per family) 
 

They are volunteers who will visit the family for two-four hours each week to teach English.  
Like the mentors, ESL tutors give the most lifesaving skill to newcomers in America: 
language and the ability to communicate with others. 

 
! Homework Tutor (1-2 per family-ideal for high school or college youth) 
 

Tutor youth with homework and help them improve their English.  Introduce them to 
activities, events and places which American youth enjoy. 

 
! Furnishings Committee 
 

Coordinate donation efforts for gently used household furnishings to adequately furnish the 
refugee’s home and assemble a team to move and set-up furniture into the house. Another 
option is to donate your own household furnishings. 

 
! Welcome Pack Committee 
 

Assemble a “Welcome Pack” of household goods for refugee family’s first few weeks in the 
U.S. (e.g. groceries, cleaning supplies, toiletries, school supplies).  Help the family find a 
local clothing closet or thrift store. 

 
! Transportation Committee 
 

Volunteer to drive the family to medical appointments or social service appointments.  
Locate individuals who are willing to donate a car to a refugee family. 
 

 
 

Catholic Charities, Resettlement and Immigration Services 
PO Box 23825 Green Bay, WI 54305-3825 

(920) 437-7531 ext. 8234  Toll Free (1-877) 500-3580 



Welcome Pack 
For A 

Newly-Arriving Refugee 
 

We invite you to purchase a school-type backpack (or basket) and fill it with any or all the suggested 
items needed by newcomers (nothing perishable please): 
 

1. Toiletries: Soap, Shampoo, Wide-Toothed Comb & Brush, Toothbrush, Toothpaste, Deodorant 
2. Pen, Pencil, Notebook 
3. Local street maps 
4. Small flashlight with batteries 
5. Pocket dictionary 
6. A roll of quarters (for use in a Laundromat or pay phone) 
7. Small Address Book 
8. Small Wallet 
9. Small alarm clock with batteries 
10. Warm Socks 
11. Stationary and Stamps 
12. Handkerchief 
13. Lotion 
14. Most important, a hand written note from you welcoming the refugee to America! 

 
 
 
 
 
 
 
 
 

Contact Information 
Barbara Biebel 
Catholic Charities Resettlement and Immigration Services 
PO Box 23825 Green Bay, WI 54305 
(920) 437-7531 ext. 8234 toll free (1-877) 500-3580 

 



The Household Ministry 
 

! Ministry of Light:   Lamps, flashlights etc. 
! Kitchen Ministry:   Pots, pans, cooking utensils 
! Linen Ministry:   Bed sheets, blankets, towels 
! Dinnerware Ministry:  Dishes, cups, glasses, flatware 
! Furniture Ministry:   Tables, chairs, couches, beds, end tables 
! Food Ministry:   Non-perishable food items 
! Baby Ministry:   Diapers, clothing, blankets 



 
ENABLING SELF-SUFFICIENCY 

 
 
 
 
Resettling refugees provides an extraordinary opportunity for Americans to take an active part in 
offering a caring & supportive environment for the refugees as they begin new lives.   
 
The guiding philosophy behind refugee resettlement services is enabling self-sufficiency.  Your 
role as a volunteer is vital.  But please understand that your role has limits. 
 
You are asked to help refugees obtain necessary information.  Your are not asked to make 
decisions on their behalf regarding health care, housing, employment, social service benefits, 
family relations or children’s schooling.  When refugees have problems in these areas, you 
should refer them to their Caseworker or to an RIS staff member.  As a volunteer, your help is 
part of a TEAM effort that includes staff members, other volunteers and the families themselves.  
As such, you should work together and communicate with us in your efforts to help. 
 

 
 
 
 

 
In the face of a real need or an outstretched hand, we understand it is difficult to say no.  So, here 
are the few guiding principles to help you: 
 
1. Encourage him/her to find their own solutions to problems.  If they find that they lack a piece 

of furniture, a back pack, etc. help them learn how to find it themselves (discount stores, etc.) 
or budget to be able to afford it. 

 
2. Demonstrate “how to” do things: use the bus, get a driver’s license, make a maintenance 

request to the landlord, ask for help from the RIS caseworker.  Avoid doing it for them. 
 
3. Make sure they understand that their first job is not the only job they will have in the U.S.  

Help them learn how to job-hunt: classifieds, resumes, etc. 
 
4. Put them in contact with others that share their cultural or religious background and other 

support systems for new arrivals. 
 
5. Encourage him/her to make contact with Americans: employers, teachers, neighbors, bus 

drivers.  The more contacts they make in the American community, the more confidence they 
will have in moving out into the community. 



STAGES OF CULTURE SHOCK 
 
 
Stage I: 
 

1. You don’t know much about the people and the place. 
2. You mainly see the similarities between the new culture and your own. 
3. You feel very excited, euphoric. 
4. Everybody tries to help you because you are a newcomer. 

 
Stage II: 
 

1. You begin to see a lot of differences between the new culture and your own. 
2. You feel that the people of the host country are not very friendly toward you and you begin to 

feel negative toward them. 
3. Everything seems more difficult than you thought it would be.  You begin to wonder if you’ll 

ever be able to fit in. 
4. You lose your sense of humor and sometimes small irritations seem a lot more important than 

they really are. 
5. You enjoy spending time with fellow countrymen complaining about your host country. 
6. You feel homesick. 
7. Your eating and sleeping patterns change and you may experience stomach upsets, rash, 

pain, etc. 
 
Stage III: 
 

1. You gradually increase your understanding of the language, the culture and the people. 
2. You gradually accept other ways of living and thinking. 
3. You get back your sense of humor and stop exaggerating minor problems. 
4. You become more confident and feel you know more about yourself and the host country. 

 
Stage IV: 
 

1. You feel able to understand the local culture. 
2. You are more able to deal with any difficulties that arise. 
3. You enjoy exposure to the new culture and experiences. 

 
 


