
The Illinois Domestic Violence Hotline 

The Hotline offers specialized response to victims of domestic violence. This 
response protocol includes assessing immediate client safety and providing crisis 
intervention and counseling for callers in crisis situations. Services are provided 
by highly trained domestic violence counselors called Hotline Advocates. The 
majority of Hotline Advocates and Supervisors have been with the program since 
its' inception over 16 years ago. The Hotline is a collaborative project with the 
City of Chicago's Department of Family and Support Services, the Illinois 
Department of Human Services, and the Chicago Metropolitan Battered Women's 
Network (CMBWN). There are 22,000 to 27,000 calls to the Hotline annually. 

Due to significant cutbacks to domestic violence programs over the past several 
years, service providers rely upon the Hotline to manage their overflow, 
afterhours, and weekend calls. Crisis hotlines from around the state directly 
transfer their calls to the Hotline while numerous others direct callers to call the 
Hotline if they need immediate assistance. Due to this change in the Hotline's 
scope of service and the increased severity of the situations faced by callers, the 
Hotline staff has been trained to do crisis intervention and phone counseling to 
assist callers in need. This is reflected in the decision to change the name from 
"Help Line" to "Hotline" in 2012. 
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The Hotline is anonymous, confidential and available 24/7. Bilingual 
English/Spanish speaking Hotline Advocates are scheduled on every shift. 
Hotline Advocates also have immediate access to the Language Line for over
the-phone interpretation of more than 170 languages. 



During a call, immediate safety is assessed and addressed as the priority. Once 
deemed safe, the Hotline Advocate informs the caller of various options that may 
be of use in protecting their safety. If shelter is needed, Hotline Advocates have 
access to current counts of open beds and are able to quickly identify any 
available shelter spaces. There are typically no shelter beds available and 
alternative options need to be explored with the victim. Hotline Advocates also 
talk to callers about options such as counseling, legal assistance, and children's 
services. If the caller wants a referral to services, a three-way link with the 
agency that best meets their service and geographic needs is made. There are 
frequently wait lists for victims' to receive counseling and advocacy. 
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While call volume has remained steady, there has been an increased need for 
emergency shelter, an average of 15 victims each day. This service is rarely 
available as there are a total of 115 beds within the City of Chicago to serve both 
victims and their minor children. This increase indicates that the severity of the 
victims' situations has worsened over the past four years. 

A two-year National Institute of Justice evaluation by Loyola's Center for Urban 
Research and Learning showed that victims calling the Hotline found it extremely 
helpful even when they did not get their need for services met due to 
unavailability of those services at the time of the call. At times, the call to the 
Hotline is the only intervention that a victim receives therefore it is crucial to be 
comprehensive in the depth of knowledge to draw upon to serve victims who are 
frequently at risk of serious injury and even death. 


