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About Us 
Mission
Reception House Waterloo Region is a non-profit 
organization that provides a warm welcome to 
government-assisted refugees (GARs) through a 
number of programs and services designed to make 
their new life in Canada a success. We are a first 
point of contact and care for government assisted 
refugees arriving in Waterloo Region.

We strive to equip government assisted refugees 
with the basics: health screening, temporary and 
permanent accomodations, living allowance 
and childcare when possible. Additionally, we 
aim to support their capacity to find meaningful 
employment, improve their English language skills, 
and heal from trauma and loss.

These programs and services assist refugees 
throughout their first year in Canada, enabling them 
to settle, integrate and lead healthy and stable lives 
in their new community.

Vision
It’s our vision that all refugees to the Waterloo 
Region have a successful settlement experience, and 
become accepted and welcomed members of the 
community.
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It may be a myth that the Chinese 
word for crisis is based on the 
combined Chinese characters for 
“danger” and “opportunity,” but 
at Reception House Waterloo 
Region it’s a concept we embrace 
and hold to be actionable. Our 
2016/2017 operating year was 
indeed a time of “crisis.” 

On the “danger” or, rather, 
“challenge” side of the ledger we 
once again experienced a surge 
of new refugee arrivals over a very 
short period of time. With our 
own facilities under renovations, 
we were forced to operate out 
of a hotel for almost six months. 
As a community-based not-
for-profit organization serving 
government-assisted refugees 
in the region of Waterloo, our 
core services include finding 
affordable housing for our clients. 
As they always do, our expert 
staff managed to do that, in a 
very tight real estate market, for 
hundreds of families. Another 
kind of challenge was finding the 
resources to cover the mounting 
costs of dental emergencies that 
many refugee newcomers face. 

We have been energized by the 
challenges and are grateful for 
the opportunities. One such 
opportunity was the renovation 
of our home of thirty years, at 
101 David Street in Kitchener. 
The changes to 101 David 
have allowed us to expand 
programming, while at the same 
time reinforcing our tradition 
of receiving new arrivals into a 
welcoming, home-like setting. 
To allow for expanded client 
services at the house, we took 
the opportunity to move our 
administrative offices to a much 
more efficient setting at 675 
Queen Street South, Kitchener. 
We are also pleased to share this 
space and some office facilities/
services with Mennonite Coalition 
for Refugee Support (MCRS). 
Major new opportunities will 
also flow from our acquisition of 
the Kiwanis House at 85 Wilhelm 
Street, Kitchener through the 
combined generosity of House of 
Friendship and the Kiwanis Club. 

During the year we developed 
and managed a successful start 
to our Revenue Diversification 

Plan, raising almost $90,000 from 
dedicated supporters of our work. 
Our Life Skills Program has been 
updated, providing enhanced 
education to our clients. And 
most importantly, while facing 
the challenges of responding 
to changes in government 
policies and funding levels, we 
strengthened our relationships 
with our key funding partners at 
MCI and IRCC.

The Board of Directors of 
Reception House Waterloo 
Region was also re-energized 
in 2016/2017. We renewed our 
focus on governance issues, and 
saw the Board’s Governance 
Committee emphasize Board 
recruitment and lead us through 
a major re-writing of our By-
Laws. The Board’s new Advocacy 
Committee began exploring ways 
of identifying and articulating 
relevant policy gaps, with a view 
to communicating these findings 
to policy makers. The Finance and 
Audit Committee continues to 
monitor and advise on financial 
matters in a climate of ongoing 
funding challenges. 

Leadership Message
“While conflicts and 
natural disasters 
around the world are 
increasing, the world 
is turning to Canada 
as a place of safety for 
refugees, and Reception 
House stands poised to 
respond.”

Ernie Regehr

As Directors, we are committed 
to meeting the challenges and 
being open to the opportunities 
that are all part of our critically 
important work of welcoming 
refugees, individuals and families 
at their most vulnerable times, 
to Canada and our community in 
Waterloo Region. 

We thank our current staff and 
those who moved on during 
2016/2017. We are grateful 
to our board colleagues, 
volunteers, funders, and donors 
for their unwavering support 
during the many changes we 
experienced over the last year 
and the changes yet to come. 
We thank all our community 
partners and collaborators, 

but especially want to thank 
Carizon, House of Friendship, 
Langs, Holiday Inn Cambridge, 
MCRS, and Community Justice 
Initiatives for their cooperation 
and continued open and 
responsive support for the work 
we do. Their help allowed us to 
support our clients in innovative 
ways, and enabled them to 
become active participants in 
their new communities and 
neighbourhoods. Our relationship 
with the KW House Church 
Assembly, the founders of 
Reception House and owners 
of 101 David, continues to be 
foundational. The renewal of our 
lease speaks to the durability of 
our collaboration. 

At this year’s annual general 
meeting we will welcome 
new Directors to the Board, 
confident that, together with the 
extraordinary staff of Reception 
House Waterloo Region, we will 
continue to thrive on the “crises” 
that bring new challenges and 
opportunities.

Carl Cadogan
Executive Director

Ernie Regehr
Chair, Board of Directors
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1592
Our case managers supported a total of

individuals

This year, we helped 174 families
�nd their �rst permanent home in Canada.

68% of the refugees we served
were youth (under 18 years old)

Our Clients Program
Development

Capital
Improvements

Community
Collaborations

598

434

Newly arrived refugees
that we assisted this year

Refugee families assisted
by our case managers

49% 51%
were women were men

We developed 2 new volunteer driven initiatives:

English Outreach & Family Partnership

Both programs aim to improve 
literacy and social integration 
amongst vulnerable newcomers.

We increased our mental health 
focus, providing 25 wellbeing 

workshops to 188 participants.
We now provide a mental wellness 

workshop as part of our standard 
orientation.

Our sta� team grew to include a mental health
support worker and a Communications and 
Education Specialist.

In-house washer
and dryer

Air conditioning

A larger kitchen

Childminding space and
children’s playground

Security features

We underwent  a $500,000 renovation at our 
temporary accomodation site at 101 David St. 
to include:

We could not have done it without the 
dedicated e�orts of our volunteers and 

supporters. Thank you to everyone who helped 
us carry out our mandate....you help make 

Waterloo Region a more welcoming place for 
refugees!

We secured a van donation through 
one of our staunch supporters, Bert 
Lobe. The van will help families move 

out of temporary accomodation, saving us thousands 
of dollars in transportation costs.

These roles helped to better 
support mental health systems 

navigation for our clients and 
build community capacity 
through public education.

Volunteers233
Key program

delivery partners4
Major funders2 }

4 key program delivery partners:

Ministry of Citizenship
and Immigration

2 major funders:

2017 Year In Review



Settlement Services 
Help newcomers adjust to day to 
day life in Canada upon arrival.

Case Management
Provides families with 
ongoing support for their 
first year in Canada.

Family Partnership 
Program and English 
Outreach 
Reduce social isolation and bring 
tutors into client’s homes.

Youth
Programs promote 
positive peer 
relationships 
and help build 
confidence in a new 
school system.

Program Highlights
Our programming in the 2016/ 
2017 fiscal year continued to be 
impacted by the unprecedented 
number of refugees that we were 
called to help settle as a result 
of the federal government’s 
Resettlement Assistance Program.   
All areas of our programming 
were engaged in efforts to meet 
the immediate and longer terms 
needs of refugees coming to 
our region from all parts of the 
world, including Syria.  From 
April to March, Reception House 
helped settle 598 individuals 
representing 186 families.   

Increased numbers and more 
community awareness about 
refugee issues has allowed access 
to new funding sources and the 
ability to respond to emerging 
client needs. These include: 

• a significant expansion of the 
English Outreach Program that 
supports the language learning 
needs of women who cannot 
access official language classes as 
a result of a lack of child care or 
medical issues;  

• expansion of programming for 
youth to include mentoring and 
one-to one matching with peers 
through our partnership with 
Community Justice Initiatives; 

• a strengthened Family 
Partnership Program that 
supports social integration and 
cross-cultural learning; 

• increased mental health 
supports to clients through 
collaboration with Carizon’s 
Promise of Partnership and 
Reception House’s Mental Health 
Support Worker; 

• a more comprehensive initial 
health screening at our Refugee 
Health Clinic, including on-site lab 
work; 

• on-going community capacity 
building initiatives that raise 
awareness about refugee 
settlement needs.  

The ability to be creative and 

innovative in our programming is 
vital to ensuring a client-centred 
approach to our work. The 
dedication of staff and volunteers 
remains key to our operation.  As 
we strive to provide refugees with 
the best possible start in Canada, 
it is through their initiative and 
leadership both in their daily 
work and numerous community 
activities and consultation tables 
that we have achieved greater 
collective impact and success in 
helping refugees build a bright 
future in Canada.

Lynne Griffiths-Fulton
Program Director

Community 
Capacity Building 
Events and presentations educate 
the broader community about 
challenges faced by refugees, and 
how to help.
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In Their Own Words
A Story of  Family Reunification

Hillel Abdulla has been a refugee 
many times over. His first 
expulsion was from Kuwait to 
Iraq, during the Gulf War. By 2006, 
Iraq was the epicentre of the U.S 
military occupation. Once again 
home was not safe for Hillel, his 
wife and four children and like 
many Iraqi’s, they decided to flee 
to the nearest, safest place; Syria. 
Six years later, the Arab Spring 
had morphed into full blown war. 
That’s when Hillel and his family 
began their long and arduous 
journey toward Canada. 

There are so many twists and 
turns in Hillel’s resettlement story 
that it is hard to imagine how one 
family could endure so much, 
but thanks to the help of caring 
advocates at Reception House, 
as well as a government policy 
called the one-year window of 
opportunity provision – Hillel’s 
family has been given the chance 
to re-build their lives in a safe 
country – most importantly, all 
together. 

In 2012, Hillel’s first and only 
son Faisal, was separated from 

the family. To avoid mandatory 
conscription to the Syrian army 
Faisal removed himself from his 
families refugee claim file, and 
fled to Turkey. Syria was and 
continues to be a place of no 
return for young men and the 
family did not want to take any 
more risks. They had already 
endured one loss when Hillel’s 
son-in-law disappeared never to 
be heard of again. 

Faisal found fellowship with 
other young men who had fled 
mandatory military conscription, 
but their prospects in Turkey were 
grim. While Turkey is technically a 
signatory to the UNHCR Refugee 
Declaration, it excludes non-
European nationalities from 
qualifying for refugee status. 
Faisal recalls how difficult it was 
for refugees like him to find 
legitimate work in Turkey. He 
eventually found a job as an 
interpreter at a refugee staging 
camp, however he was paid half 
of what his Turkish counterparts 
were receiving. As Faisal struggled 
to survive in Turkey, his family 

made their way from Lebanon, to 
Italy and eventually on to Canada 
on Sept 3rd, 2014. While life was 
starting to stabilize for them, 
their settlement journey did not 
feel complete, not without their 
only son and brother. During the 
refugee deliberation process, 
refugees are not permitted to 
travel or leave their place of 
residence, or they risk losing their 
status.

“ It was so much for my wife to 
bear” recalls Hillel. “Everyday 
she would plead with me, do 
something to bring him here!”.

“We had no idea whether we 
would see him again, but staff 
at Reception House told us 
about the one year window 
of opportunity clause. We had 
no idea such a thing existed!”. 
This process allows refugees in 
Canada to request reunification 
with a dependent family member 
abroad so long as the request is 
made within the first year of their 
arrival. This provision provided 
the family with hope. However, 
the process was lengthy which 

Although five years apart took a toll on both of them – 
they never lost hope. 

can be difficult to accept when 
family members are often still 
living in volatile situations. The 
family’s Case Manager Priscilla 
Jamal worked to ensure Hillel’s 
application was detailed, 
accurate and complete and 
senior staff contacted overseas 
offices to provide updates and 
coordinate meeting with local 
MP’s as months turned to years 
of waiting. 

The stress of the ordeal was at 
times too much to bear, and 
Hillel and his wife gratefully 
recall the mental health support 
they received from Carizon’s 
Promise of Partnership Program. 

“Keghani Mardikian (a trauma 
specialist), helped us a lot to 
cope with the situation despite 
all the barriers”.

“Finally on June 30th, 2015 our 
prayers were answered!” says 
Hillel. The one year window 
clause was applied to Faisal’s 
case in Turkey, and he landed at 
the Holiday Inn in Cambridge 
on March 23rd,2017 greeted by 
Reception House staff, and most 
importantly his family.

For Hillel and his wife, having 
the family all together again 
is invaluable. For Faisal, the 
opportunity to work and support 
his family, relieves some burden 
from his aging father. 

Despite the usual settlement 
challenges, including repaying 
the travel loan all non-Syrian 
refugees must repay to the 
government, Hillel cannot 
thank Reception House and the 
Government of Canada enough.

“ You have helped so many 
people out of war and hunger” 
Hillel said in a tear filled speech 
at our Open House Celebration 
in May. For us, helping Hillel 
navigate a complex system to 
reunite his family is an indicator 
of a job well done.
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 386
Syria

40
Ethiopia

37
Eritrea

36
Myanmar

31
Somalia

In 2017 our clients came from...

Top Languages Spoken by our Clients:

Arabic  66%
Somali  7%
Tigrinya  6%
Rohingya  3.5%
Swahili  2%

0% of our clients were �uent in English.
1% of our clients were �uent in French.
9% had moderate ability in English.
3% had moderate ability in French.
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Challenges & 
Opportunities
Challenge: Health costs not 
covered by OHIP and Interim 
Federal Health 

Opportunity: Growing our 
Discretionary Fund

Dental health posed a 
considerable challenge last 
year, costing us over $30,000 
in grants and donations to 
assist clients with dental 
treatments,specialized medical 
devices and prescriptions not 
covered by OHIP and Interim 
Federal Health. So long as 
dental and prescriptions are not 
included in general coverage, 
clients without extended benefit 
plans will suffer. We continue 
to fundraise to help mitigate 
shortfalls in urgent medical 
needs, and look to supporters to 
advocate for total health coverage 
for vulnerable individuals in our 
community. 

Challenge: Serving people on 
limited income

Opportunity: Housing 
advocacy 

The influx of refugees arriving in 
2016 stretched an already tight 
housing market for people on 
low income in KW. Availability 
of affordable housing, family 
size and tight housing budgets 
as part of the resettlement 
allowance motivated our housing 
staff to respond creatively to 
the challenge. Currently the 
housing allowance for a single 
refugee newcomer is $376/
month. As a result, we explored 
collaborations with housing 
co-ops. We also received a major 
asset from House of Friendship, 
who transferred Kiwanis House 
on Wilhelm Street Kitchener to 
Reception House. We are pleased 
to report that Kiwanis house is 
being used to house a refugee 
family with 5 children. The family 
pays rent in accordance with 
their housing allowance, allowing 
them to focus their time and 

energies on acclimatizing to a 
new culture.

Challenge: Timing arrivals

Opportunity: New 
partnerships in Cambridge

Over the 2016 Christmas holidays 
we welcomed over 200 refugees 
over a two-week period. The 
timing of arrivals has always 
posed a challenge to Reception 
House, as we brace for new 
arrivals, often with little notice. 
Arrivals exceeding the 35 beds we 
have at our accommodation site, 
must be housed elsewhere and 
we reached out to the Holiday 
Inn in Cambridge, forming new 
relationships with social services 
in that city. Lang’s Community 
Health Centre provided incredible 
health screening services to 
new arrivals, and new clients 
were exposed to housing and 
settlement options in Cambridge.

Challenge: Operating from 
crisis to crisis

Opportunity: Moving 
from reactivity to proactivity – 
Developing a strategic plan 

As we scale up our impact, it 
becomes increasingly important 
to have a vision for the future. 
Among some of the questions 
Reception House is asking is – 
how can we partner with other 
agencies to develop a refugee 
service hub, ensuring more 
seamless service integration and 
making sure no one falls through 
the cracks of complicated 
referrals processes. Moreover, 
historically our government 

funding has only captured 
core services and not any of 
the complementary programs 
that are expected from an 
organization our size, including 
volunteer services, public 
outreach, donor management 
and fundraising and IT support. It 
becomes increasingly important 
for us to cultivate our community 
connections and diversify our 
revenue stream to ensure that 
we not only provide a place to 
stay, but a way to live for refugees 
arriving in our community. 

Challenge: Employment

Opportunity: Building a 
resource centre

Many government-assisted 
refugees arrive with low language 
and literacy levels. Some have 
made their living in an informal 
job market, where they never 
needed a resume. While our 
region has many employment 
agencies aimed at newcomers, 
we have found that services 
are geared towards economic 
migrants, and not refugees. We 
have set up a resource centre at 
101 David St. where computers 
are now available for clients to 
browse the internet and improve 
their computer literacy in the 
hopes that these skills will help 
them on the road towards self-
sufficiency.

With every crisis comes the 
opportunity to innovate. 
The past fiscal year 
presented some challenges 
which prompted us to 
respond creatively.
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2017
REVENUES
Immigration, Refugees and Citizenship Canada (IRCC)                        $4,051,797
Ministry  of Citizenship, Immigration and International  Trade (MCIIT) 168,590
Immigration Partnership  Council - Region  of Waterloo                                       24,974
Employment incentives                                                                                   20,130
Other grants                                                                                                             14,650
Other income                                                                                                                574

       4,280,715
EXPENSES
Bad debts -
Capital projects (Note 6)                                                                                       703,278
Charitable  disbursements                                                                                  -
Commercial accommodations 424,033
Depreciation 1,032
HST expense 79,062
Household items 37,828
Interest and bank charges 2,856
Meals and incidentals 482,298
Office 227,546
Rent 106,903
Repairs and maintenance 22,317
Salaries and benefits 1,962,648
Soccer for All program -
Social Venture Partners program -
Staff training and travel 4,921
Telephone 12,992
Translation 24,037
Transportation 96,992
Utilities 22,754
Workshop

4,211,497
EXCESS OF REVENUES  OVER EXPENSES $69,218 

Statement  of Revenues  and Expenditures
RECEPTION HOUSE - WATERLOO REGION INC.

Year Ended March 31, 2017
Your donations totalled $86,128 in 2016/2017!

*The Discretionary Fund is used for client emergencies when no other resources are available. These may 
include dental/medical bills not covered by any other program,unforseen hardship and emergency 
loans to mitigate Child Tax Bene�t delays. 

Here's where your money goes:

Youth Programs

Capital

Family Partnership Program

Discretionary Fund

Child focused programming and child-minding

Health & Wellbeing

$15,605

$19,000

$3,665

$20,933

$2,000

$24,925



Founders

K-W House Church Assembly

Partners 

Carizon 

Centre for Family and Community Medicine

Community Justice Initiatives

Mennonite Coalition for Refugee Support

Collaborations 

Bridges to Belonging 

House of Friendship 

Immigration Partnership

Kitchener Masjid 

Kitchener-Waterloo Art Gallery 

Kitchener-Waterloo Multicultural Centre

Lang’s Community Health Centre 

Mennonite Central Committee Ontario 

MT Space

Pamela Rojas 

Sanctuary Refugee Health Clinic

ShamRose for Syrian Culture

Volunteer Action Centre

YMCA 

Sponsors    

Kindred Credit Union

Lush Cosmetics 

TD Bank Group

Funders 

Immigration Partnership Fund 

Immigration, Refugees and Citizenship Canada

Ontario Ministry of Citizenship and Immigration

The Kitchener and Waterloo Community 
Foundation 

Thank you to our 
Community Partners
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Board of Directors, 
Leadership Team
and Sta�

Board of Directors
Ernie Regehr, Chair
Heather Montgomery, Vice-Chair
John Kavanagh, Director

Maissaa Almustafa, Director
Janet Howitt, Secretary
Chris Stanley, Director
Raman Khunkhun, Director

Leadership Team
Carl Cadogan, Executive Director
Lynne Griffiths-Fulton, Program Director
Sam Lukoji, Director of Finance and Human 
Resources
Tarek Al Farra, Director of Community Services and 
Integration

Staff
Abdullahi Said Hussein, Case Manager
Abeer Mubaraka, Settlement Worker
Afyaa Abduldaim, IT Support Worker
Ahmed Abdelfattah, Settlement Worker/Housing 
Specialist
Amal Ali Abdurahman, Case Manager
Amine Gebremariam, Support Staff/Settlement 
Worker
Ana Salic, House Keeper
Andrea Savu, Youth Worker
Awatef Al Khadour, Settlement Worker
Bashir Shahbaz, Case Manager
Cassandra Bangay, Family Partnership Program 
Coordinator

Fathiya Hussien, Settlement Worker
Genet Habte, Settlement Worker
Hser Ta Kay, Case Manager
Ibtihag Sidahmed, Settlement Worker
James Swaka, Case Manager
Kawthar Abu Issa, Settlement Worker
Layla Jabbour, Case Manager
Lello Shafi Abdalla, Settlement Worker
Linda Bender, Mental Health Support Worker
Marika Galadza, Education and Communications 
Specialist
Matthew Senessie, Settlement Worker
Maysoon Ali, Volunteer Coordinator
Mudar Alshihabi, Support Staff
Nadra Tamourt, Case Manager
Ngun Tling Khua Thang, Settlement Worker
Paw Mo Gha, Settlement Worker
Priscilla Jamal, Case Manager
Ramla Mohamed Aweys, Receptionist
Safia Hersi, Settlement Worker
Sahour Mohamed, Support Staff
Shukri Abdulkadir, Program Assistant
Tanya Sawatsky, Finance Specialist
Thaer Abu-Awad, Case Manager
Vida Dehghansaie, Housing Specialist
Wilma Laku, Case Manager
Zainab Arkani, Settlement Worker
Zakim Tokhy, Housing Specialist
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Settlement Services When refugees arrive at our temporary accommodation site, we provide a warm 
welcome and orientation to life in Canada in the client’s own language. Through our Life Skills program, 
families and individuals are provided with basic practical knowledge to orient them to their new home. 
Within the first two weeks, settlement staff provide assistance in finding permanent accommodation 
and make referrals as required. Supporting our clients through the basics of daily living helps to ease 
their adjustment to a new environment.

Case Management At Reception House, individuals and families are provided with intensive case 
management during their first year in Canada. Dedicated Case Managers provide client-centered 
assessments, settlement planning and on-going support to link people to the supports and services they 
need in the community.  Advocacy and outreach, aim to strengthen systems capacity to provide culturally 
and linguistically appropriate supports and services that are responsive to newly arriving refugee families, 
especially those with complex needs.

Family Partnership Program and English Outreach Two of our strongest volunteer driven social 
integration support programs, EO and FPP match local groups or individuals with a newcomer family 
or learner with the aim of supporting English literacy, social connections and cross-cultural friendships. 
These programs are in high demand, with over 100 active matches and a consistent waiting-list.

Youth Our youth focused programs serve the needs of youth aged 13-21. Programs such as homework 
club, Rec Night and New Canadian Youth Connection offered in collaboration with Community Justice 
Initiatives, help ease their transition to life in Canada and assist them along the path to self-sufficiency, 
belonging and achieving their potential.

Community Capacity Building We continue to build allies in the community, with the aim of better 
welcoming refugees to our region. In 2017, delivered 20+ educational presentations to over 500 people, 
strengthening our community’s knowledge around refugee related issues. In the past fiscal year, we 
increased our social media engagement by 48% and counted over 8,000 unique visitors to our website.

         Ways to support our mission:
               Volunteer Share your skills with us.

               Donate Your financial support strengthens our service delivery.

               Advocate  We need better supports for refugees, newcomers and all people living on low-income.

              Offer a Roof  If you are a landlord or have a space to rent or share, connect with our housing team.

Credits:  Marika Galadza, Blanca Martinez, Brian Limoyo Photography, CardinalPrint.ca 

Key Service Components

Get in touch
admin@kwrcentre.ca • www.receptionhouse.ca

Reception House Temporary Accomodation
Phone: 519.743.0445 ext.20

101 David Street,  Kitchener, ON N2G 1Y1

Reception House O�ces
Phone: 519.743.0445

675 Queen Street South, Unit 201, Kitchener, ON N2M 1A1
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