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1. INTRODUCTION

A. PREAMBLE

Settlement programs exigt to facilitate the successful settlement and integration of immigrants and refugees
into the socid, economic, culturd and political life of Canada. Canada s settlement service sector
believes that dl immigrants and refugees, including refugee clamants, coming to Canada are entitled to at
least minimum levels of settlement service. The capacity to implement these sandards is dependent upon
ashared respongibility between federd, provincid and local government in partnership with community-
based settlement agencies. As part of its enduring role, the federd government has a primary
responghility to ensure that these services are available to al immigrants and refugees.

Conggtent settlement service standards must be established if thisisto be accomplished, dlowing any
immigrant or refugee, whether in . John's or Saskatoon, Montréa or Prince George, to access certain
basic settlement services. Core vaues previoudy identified in the Best Settlement Practi ces document
form the basis of this Canadian settlement service standards framework.

Settlement services form only part of what isinvolved in integration, atwo-way process that involves the
host society adjusting to newcomers as well as newcomers adjusting to their new home. Although the
settlement sector plays arole in promoting and facilitating the wider society’ s adjustment, it can simulate
but not itself effect change. Thiswider context within which settlement services are ddlivered isa crucid
factor influencing the effectiveness of those sarvices.

All levds of government bear arespongbility for the integration of refugees and immigrants, snce
newcomers as part of the population served have the right to services, such as education and socia
sarvices. In many parts of the country provincia governments also recognize the need for specidized
sarvices for refugees and immigrants.

Particular responghility for settlement services lies with the federa government, and with provincid
governments to whom responsibility has been devolved.!

Many players contribute to successful settlement services. users, deliverers, managers and supporters.
Since it isthe settlement sector that delivers the services, it is appropriate thet it develop the standards, in
consultation with other players.

L Currently Québec, British Columbia and Manitoba have responsbility for administering settlement
services to immigrants and refugees in those provinces.
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This document, Canadian National Settlement Service Standards Framework, is presented as a
“work in progress’, aframework within which standards can be developed relaing to three key aress:

. Client services
. Settlement sector workers
. Settlement organizations

B. HISTORICAL CONTEXT

Settlement services, both forma and informal, have along history in Canada. Countless newcomers have
been asssted on arriva, often by organizations emanating from faith and ethnic communities. Gradudly a
specidized settlement sector developed, forming a network across Canada with significant experiencein
welcoming refugees and immigrants. Some organizations in this network are 50 or more years old, many
date from the 1970s or early 1980s. Significant numbers of immigrants and refugees work in the sector,
bringing their own experience of the settlement and integration processes. Over the last two decadesin
particular, the sector has strengthened its capacity through networking, training and learning from others,
and has adapted itsdlf to evolving needs of newcomers and changing political redlities?

For its part, the federd government has aso gradualy increased its commitment to settlement services.
Newcomers over the years received various services delivered or funded by a number of government
departments. In 1974 the federd government launched the Immigrant Settlement and Adaptation
Program (1SAP) which makes available settlement services to newcomers. In 1990 the government
announced the Federd Integration Strategy, consolidating and strengthening the immigration department’s
role in promating integration. The government acknowledged that “a broader view of integration is
required than in the past”: they recognized that integration is along-term process and “atwo-way Street
that requires accommodations and adjustments on both sides’. All federa language training programs for
newcomers were brought under the direction of the immigration department. The government announced
that the Host Program (linking newly arrived refugees with Canadian “hogts’) would be made
permanent.’

2 A more detailed review of the history of settlement services is provided in Best Settlement
Practices, CCR, 1998, pp. 17-20.

3 Annual Report to Parliament, Immigration Plan for 1991-1995, Immigration Canada, October
1990, pp 13-15.
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In 1995 the federa government launched the Settlement Renewal process, with aview to devolving the
adminigration of settlement servicesto provincid governments or other bodies (the government of
Québec had dready taken on responsibility for settlement servicesin that province in 1991).

As part of their consultations on Settlement Renewd, the federd government sought to develop principles
which would be shared among partners who take on responsibility for administering settlement services.
The consultation document suggested that principles agreed on could subsequently be used as abasisto
discuss the development of nationd standards, by which was meant “minimum levels of settlement and
integration services that should be available across Canada’).

Among the non-governmenta settlement sector, the prospect of devolution raised questions about the
possible impacts on the standards of services available across the country. The experience with the
devolution to Québec was not considered a positive modd, because of the lack of transparency and
accountability with respect to the dlocation of funds for settlement services. Moreover, the mid-1990s
were a period of deficit reduction, when pressures on government budgets were intense. What
safeguards would there be that in any devolution process, funds transferred would be used for settlement
services?

There were also concerns about equivalencies in services across the country. While regiond and local
diversity is recognized and vaued, and will lead to settlement programs teking different form in different
parts of the country, members of the Canadian Council for Refugees were at the same time committed to
ensuring that key dements of settlement services be identified and made available to refugees and
immigrantsin al parts of Canada.

In November 1995 a consultation on nationd principles was held at the CCR fadl consultation, leading to
the adoption of a series of nationa principles (the text of these principles appears on the next two pages).
CCR members made clear that “nationd principles must be upheld by national standards’ and directed
the Settlement Core Group to develop standards relating to these principles.

In February 1998, the Canadian Council for Refugees published Best Settlement Practices. Settlement
Services for Refugees and Immigrantsin Canada. This document contains Best Practice guiddines,
from which it was proposed that standards could be developed.*

4 Best Settlement Practices, Canadian Council for Refugees, 1998, p. 27: “From best practices, we
can develop standards. They differ from standards — generaly agreed upon minimum normsfor programs
— inthat best practices condtitute an idedl to which an organization can grive’.
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National principles established by resolution of the Canadian Council for Refugeesin
November 1995:

NATIONAL PRINCIPLES

Nationd principles must be upheld by nationd standards. These standards till need to be
deve oped dong with mechanisms which ensure compliance.

1.  Client digibility
a  Settlement/integration services should be available to immigrants/refugees based on
need rather than on immigration status or length of time in Canada;

2. Eligibility of Service Deliverers:

b)  Serviceswhich are mandated by provincid, regiond, or local governments (hedth
care, primary-secondary education, administration of justice) should not be funded as
Settlement and integration services,

c)  Not-for-profit, community-based organizations with proven track records, and a
primary mandate in ddlivering settlement/integration services should be given funding
priority;

d)  Service-providers should have expertise and skillsin the field of settlement and
integration;

3. Rightsof clients:
e)  Providersof settlement and integration services must respect and protect fundamental
rights of dlients (eg. confidentidity, legd, etc.);

f) Searvices should be ddivered in amanner that is culturdly and linguigticaly appropriate
and free from racism and other forms of discrimination;

g  Organizations collecting and using data must meet standards of appropriateness,
confidentidity, vdidity, etc. and must be accountable to the clients whose information
is being collected;
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h)

Comprehensiveness of services:
Where appropriate and practical, clients should be able to choose from among
service-providers the gpproach to service-delivery that best meets their needs;

Settlement/integration services should:

- meet national standards,

- reflect changing needs of theloca community,

- meet the sdf-defined needs of the individud immigrant/refugee;

Accessibility of services
Services should be made accessible by identifying and removing systemic barriers,

Priority-setting and funding allocation process

Where established, loca or regiond advisory bodies should identify loca settlement
and integration priorities. These non-partisan bodies should be composed of
community members with expertise in the provison of settlement services and reflect
the ethno-racia composition of the client group;

Humanitarian Obligations

Settlement Renewa should not reduce the federal government's nationd obligations to
internationd responsbility-sharing and offering a safe haven to refugees. Therights
and needs of refugees must be integrated and guaranteed priority in the provison of
Settlement and integration services,

Accountability
Allocation of settlement funds should be utilized soldly for settlement/integration
services,

Methods for ensuring accountability should be appropriate, reditic and cost effective.

They should:

—  reflect accountability methods dready in place;

—  not condtitute “undue scrutiny” in comparison with practices for other comparable
Service sectors,

Enduring Federal Role
A drong federd role must include a commitment to continue to fund settlement
sarvices a arate not less than the 1994/95 funding level.
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In 1996, as part of the Settlement Renewal process, the federal government aso proposed after
consultation a series of principles (see box below). With respect to sandards, Citizenship and
Immigration Canada was not ready to suggest imposing standards, partly out of concern for financia
considerations, and partly because they felt that commonly accepted measures upon which to base
standards do not currently exist. CIC did however recognize the need for some consistency acrossthe
country and expressed itsdf ready to “work with partners to collectively define the meaning of
“reasonably comparable services’.” CIC dso committed itsdlf to working on integration indicators and
results measures.®

Citizenship and Immigration Canada proposed the following principles:

A. Integration isatwo way process, which involves commitment on the part of newcomers to adapt
to lifein Canada and on the part of Canadiansto adapt to new people and cultures.

B. The ability of newcomers to communicate in one of Canada’ s official languagesiskey to
integration.
C. Newcomers' contributions to the economic and social fabric of Canada are valued: it isimportant

for newcomers to become economically and socially self-sufficient; and it isimportant for
members of communitiesin Canadato help to ensure that newcomers have opportunitiesto
participate in and contribute to the economic and social life of Canada.

D. It isimportant to share with newcomers the principles, traditions and values that are inherent in
Canadian society such as freedom, equality, and participatory democracy.

E Settlement and integration services will be aimed at hel ping newcomers become self-sufficient as
soon as possible. Priority will be given to those facing significant barriers to integration, and who
are deemed most in need within the community.

F. Settlement and integration services across the country will be flexible, responsive and reasonably
comparable.

Round 1. Consultations on Settlement Renewal: Finding a New Direction for Newcomer Integration,
Citizenship and Immigration Canada, 1996.

5>  Round Il. Consultations on Settlement Renewal: Finding a New Direction for Newcomer
Integration, Citizenship and Immigration Canada, 1996.
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At the sametime CIC identified an “enduring federd rol€’ in settlement services, including “working with
partners to define and uphold nationd principles...” From the point of view of non-governmenta
organizations involved in settlement, the commitment to an enduring federa role was welcome. Many of
them felt that, as part of this role, the development of agreed upon standards was an appropriate task for
the federal government to undertake.

In November 1997 discussions were held at the Canadian Council for Refugees on the development of
nationa standards for settlement services. Participants agreed that national standards were important for
the purposes of accountability, comparability and the protection of settlement clients:

Accountability - sandards would assst the federal government in holding partners administering
federa settlement funds accountable for effective settlement services.

Comparability - standards would assist al stakeholders to compare settlement services across
the country.

Protection of settlement clients- standards would ensure that al people are assured some
standard of settlement services, regardless of where they are in Canada.®

Meanwhile, discussions on stlandards were aso pursued on aregiond basis. In Ontario work has been
done on the development of service and sectord standards for the immigrant services sector. In British
Columbia settlement agencies were involved in abroad process affecting the whole socia service sector,
leading to the development of occupational competencies.

In November 1998 the CCR struck a committee to develop nationa settlement standards. The project
received support from the federal government, as well as the governments of Ontario, Manitoba and
Alberta, and from the Trillium Foundation of Ontario.

6 Notes from nationa standards discussion held at CCR, 20 November 1997.
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C. HOW THISDOCUMENT WAS DEVELOPED

In April 1999 the Settlement Standards Steering Committee met for two days to develop a draft
standards document for consultation. The draft was circulated to al members of the Canadian Council
for Refugees and to others regiondly, with arequest for comment. In May 1999, a consultation on the
document was held a the CCR spring conference in Halifax, with participation from gpproximeately 80
persons from across Canada, including representatives of government, settlement sector workers and
refugees and immigrants. The consultation consisted of a presentation of the overal document followed
by small group discussions where participants were invited to focus on one of the three standard aress.
Notes from the discussions were compiled.

The same modd of consultation was subsequently used regionaly and locally. Approximately 20
consultations were held, involving an estimated 200 people. Included were refugees and immigrants,
front-line settlement workers, settlement organization managers and board members, and representatives
of federd and provincia governments. The project aso benefitted indirectly from the consultation
process undergone in British Columbiato develop the Occupational Competencies Framework for
the Immigrant and Multicultural Services Sector and the consultations held in Ontario in the process
of preparing the discussion document The Devel opment of Service and Sectoral Sandards for the
Immigrant Services Sector.

All of theinput received from the consultations on the draft standards document was reviewed at atwo-
day mesting of the Steering Committee held in February 2000, and the document revised. The Steering
Committee aso reviewed suggested tools and documents collected for the appendices.

In the course of the consultation process, the Steering Committee recognized that the document did not
propose things that were necessarily measurable and that they could not therefore properly be called
standards. It was decided that they congtitute a standar ds framework, which can usefully form the basis
of further discussion leading to actud standards. The Committee believesthat it is better to pursue this
process step by step, dlowing the sector to digest, test and respond to the framework, before attempting
to develop standards. It is aso recognized that there are Sgnificant developments happening at aregiond
basis: this framework can feed into these ongoing discussions and be fed by them.

In the light of the decison to make the document a“living tool”, it was agreed that it should be made
available in binder and ectronic forms so that it can be updated.

10 INTRODUCTION



CANADIAN NATIONAL SETTLEMENT SERVICE STANDARDS FRAMEWORK

D. HOW TO USE THISDOCUMENT

This document is intended to be of useto avariety of playersinvolved, directly or indirectly, in settlement.

The following are some examples of how the standards framework can be used:

— Board members and staff a settlement agencies can use this standards framework to review their
organizetions and plan for the future.

— Settlement workers can work from the Settlement Sector Workers section identify their training needs.

— Organizations that offer some settlement services as part of awider mandate can explore the particular
needs of their settlement program with reference to this sandards framework.

— Funders of settlement services can review their programsin the light of the standards framework.
— Indtitutions and individuas outside the settlement sector can learn about settlement services.

For the settlement sector, standards can help to establish legitimacy by clearly communicating the sector’s
gods and activities and providing assurance to stakeholders concerned about the quality of services.
Clearly articulated standards will result in common understanding and will facilitate cross-referrds and
partnerships among agencies. Standards will aso provide direction for fledgling agencies and can be
used as a checklist againgt which established organizations may review their programs.

At the same time, slandards should not act as congraints upon agency flexibility and autonomy. The
gandards framework is intended as a guideline only and may be more or less helpful in different contexts.
Funders who have an interest in sandards as a means of ensuring qudity service ddivery must dso
recognize that they need to play arolein ensuring that levels of funding are adequate so that agencies can
attain such standards.”

7 Thepreceding two paragraphsare drawn, with some adaptation, from The Devel opment of Service
and Sectoral Sandardsfor thelmmigrant Services Sector, An OCASI/COSTI Partnership Project, June
1999, p. I-3.
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2. CORE VALUES

In the CCR document, Best Settlement Practices (February 1998), a series of core values were
identified. Best practice guiddines were developed around these core values. These are fundamenta for
the development of nationa standards and are therefore reproduced here.

CORE VALUES
. Access
. Inclusion
. Client empower ment
. User-defined services
. Holistic approach
. Respect for theindividual
. Cultural sengtivity
. Community development
. Callaboration
. Accountability
. Orientation towar ds positive change
. Reliability

BEST PRACTICE GUIDELINES

1. Servicesareaccessibleto all who need them. Accessis assured by:
*  providing awelcoming environment
»  offering services in the client’s own language, where possible and appropriate
»  offering culturally appropriate services
* undertaking outreach, so that services are known to those who might benefit
*  communicating effectively about the organization and its services
»  where possible, offering services irrespective of immigration status or other criteria of
digibility
e providing an environment where women feel comfortable
»  offering childcare, where appropriate
*  having a geographically accessible site and/or addressing clients' need for transportation
*  having aphysicaly accessible site
» ligtening to and responding to concerns about accessibility
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Services are offered in an inclusive manner, respectful of, and sensitive to,

diversity. Inclusion is assured by:

e recognizing the diversity of needs and experiences (e.g. young, old, highly educated,
those without education, singles, families)

»  offering anti-racist services

*  providing anon-sexist environment

» enforcing apolicy of non-discrimination

»  offering non-judgmental services

*  respecting different perspectives within newcomer communities

Clients are empowered by services. Client empowerment is assured by:

»  fostering independence in clients

*  meaningful membership and participation of clientsin the Board

e encouraging client involvement in al areas of the organization

e involving clients as volunteers

*  recognizing, afirming and building on the resources, experiences, skills and wisdom of
newcomers

*  providing information and education to alow clients to make their own informed
decisons

»  offering programs and services leading to employment and career advancement

»  offering a supportive environment (especially to those who are traumatized)

»  supporting the clients' right to choose from among service providers the approach that
best meets their needs

Services respond to needs as defined by users. User-defined services are assured by:

e undertaking an individual assessment for each client of needs, expectations, goals and
priorities

*  assessment of the needs and priorities of newcomer communities and the host society

* involving newcomers in needs assessments

* ongoing assessment of whether services continue to meet needs

» ligtening to clients and communities served

*  responding to the particular needs of refugees (recognition of differences, changing
needs)

»  offering flexibility in services

» incorporating flexibility into programs, in order to dlow them to adapt to changing needs

* involving usersin the planning, implementation and evauation of services

»  offering users maximum control over programs
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Services take account of the complex, multifaceted, interrelated dimensions of
settlement and integration. A holistic approach is assured by:

Services are delivered in a manner that fully respects therights and dignity of the
individual. Respect for the individua is assured by:

Services are delivered in a manner that is culturally sensitive. Culturaly sengtive
services are assured by:

Services promote the development of newcomer communities and newcomer

participation in the wider community, and develop communities that are welcoming
of newcomers. Community development is assured by:

recognizing the diversity of an individual’s needs (physica, socid, psychologicd,
politica, spiritud)

responding wherever possible to a variety of needs at once

providing arange of servicesin one location ("one-stop”)

recognizing that integration is a long-term process

avoiding compartmentalization

taking into account the effects of policy decisions on individuas and communities and
responding through advocacy

recognizing the importance of the family in the lives of individuas

providing opportunities for relaxation and fun

confidentiaity

services free of racism, sexism and other forms of discrimination
respecting the fundamental rights of each participant
compliance with a Code of Ethics

offering a professional quality of services

recognizing the uniqueness of each person

giving full and accurate information

making human contact

good monitoring, selection and training of volunteers

having staff and volunteers from the same background as the clients served
ensuring that service providers are knowledgeable about the culture of those being
served

offering servicesin a culturally appropriate manner

developing and implementing policies on cultural competency and anti-racism
showing respect for different cultures

giving priority to community building

investing in the development of newcomer communities
developing community leadership

building bridges between communities
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10.

11.

(cont

Serv

"d)

familiarity with the resources in the local community

working towards changes in public attitude towards newcomers
working through the organizations of newcomer communities
involving volunteersin services delivered

icesare delivered in a spirit of collaboration. Collaboration is assured by:
promoting partnerships between organizations that build on strengths of each
good working relationships

team-building

communicating regularly with others and sharing information

referral services

codition-building

providing opportunities for community problem-solving

taking account of available resources and experiences

Service delivery is made accountable to the communities served. Accountability is
assured by:

Serv

the organization’s Board

evauation, involving the participants

ongoing monitoring

performance appraisals

policy and procedure manuals (for financid management, administration and personnel)
close connection with immigrant and refugee communities

fiscal responsibility

development of goals and specific measurable, redistic outcomes

ices are oriented towards promoting positive change in the lives of newcomer

and in the capacity of society to offer equality of opportunity for all. An orientation
towards positive change is assured by:

Serv

advocating for improvements in policy

recognizing and building on the possibility of change in the lives of newcomersand in
society

developing new programs and new service models

improving services through training and research

celebrating successes

ices are based on reliable, up-to-date information. Réeiability isassured by:
keeping information up-to-date

using socia research

exchanging information
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3.

CLIENT SERVICES

This section identifies the settlement services to which each immigrant and refugee is entitled, depending
onneed. Thelist of servicesis presented from the client’s perspective: it is not necessary that every
agency offer dl sarvices. The objective isthat there be a continuum of services delivered by competent
practice. Nor will each service area necessarily be addressed in a separate meeting: depending on the
needs of the dlient, one meeting might quickly cover severd aress.

It isimportant to underline that immigrants and refugees are provided with large amounts of information in
the settlement process. Often thisinformation is not digestible dl a once. It istherefore necessary to
build into the process opportunities for clients to review information they may adready have received.

Each immigrant and refugee has the right to:

A.

PRE-ARRIVAL/PORT OF ENTRY INFORMATION?

— pre-arriva and/or at port of entry, generic information about Canada as well as notice of the
avalability of more detailed locd information, and of the avallability of support services,
including settlement services,

INITIAL INTAKE/WELCOME

i) Orientation to the service

— explanation of agency policies, procedures and services (as applicable to client)

—explanation of dient’s rights and respongibilities (e.g. right to seefile, respongibility to be
activdy involved in the sarvice).

—explanation of practitioner/agency role and limitations

— assurance of confidentidity (explaining thet information is confidentia except with their consent,
or according to legidation)

i) Assessment of immediate needs

—food

— shelter

—clothing

— physicd and mentd hedth

— safety

—language (need for interpretation, trandation)

Thissarviceis primarily agovernment responghbility, athough NGOs can beinvolved in the ddlivery.
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— income security
—immigration gatus (for refugee clamant etc this may be a serious and immediate need)

ASSESSMENT/INFORMATION/REFERRAL AND FOLLOW UP
i) Identification of other needs

— documentation (e.g. picture ID, SIN, hedth care)

—employment (e.g. finding ajob, upgrading, accreditation)

—language (e.g. acquisition, upgrading, specidized training)

— physicd and mentd hedth

—immigration (eg. satus, family reunification)

— education (children, youth and adults)

—family issues (eg. child care, seniors, parenting)

—housing (placeto live, adequacy, landlord-tenant issues, purchasing)
—income (e.g. income security, child tax benefit)

— trangportation (e.g. access to public transport, driver’s licence)

—socid connectedness (eg. community involvement, ethnocultura groups, faith communities)
—legd (eg. child protection, crimind justice, domestic violence)

—lifeskills (e.g. cooking, parenting)

ii) Prioritization of needs

iif) Development of short-term and long-term plans and implementation strategies

iv) Information and referral

V) Follow up and re-assessment of needs (e.g that referral happened, had the results desired,
if not re-assessment)

vi) Evaluation (service impacts)

ORIENTATION
(Crientation may be ddivered individudly or in groups)

i) Practical

— transportation

— emergency services

— community and government services

—housing and utilities

— hedth (promotion, services, nutrition)
—legd issues (services, Canadian laws)
— education

— language resources
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—finance (including banking, budgeting, tax returns, credit)
—employment

— consumer awareness (e.g. credit cards, contracts)
—dimate

i) Cultural and social orientation

—civil rights and respongihilities (eg. human rights legidation, diversty)

—community lifeskills

—managing change (e.g. Canadian cultural norms, culture shock, immigration experience, role
reversasin the home, intergenerationa conflicts)

—voluntarism

— addressing issues of racism

FACILITATING ACCESSTO APPROPRIATE SERVICES

—includes advocacy for clients, accompaniment, interpretation/trandation, form-filling, support in
immigration and other processing, sengtization of mainstream services, family support
services, mediation.

VOLUNTEER/PEER SUPPORT SERVICES
—includes Hogt, programme de jumeage, tutoring, conversation circles, community kitchens.

SUPPORTIVE COUNSELLING
—includes active listening, reassurance, talking through experiences.

SPECIALIZED SERVICES FOR SURVIVORS OF TORTURE AND TRAUMA
— settlement services ddlivered in amanner sengtive to the specia needs of survivors of torture
and trauma.

LANGUAGE TRAINING
—includes literacy, language acquisition and upgrading, employment-related language

EMPLOYMENT COUNSELLING AND TRAINING
— includes employment counsdlling, labour market orientation, job search skillstraining, job
mai ntenance.

COMMUNITY CAPACITY BUILDING
—includes support for new communities developing networks and organizations, leadership skills,
faciliting didogue with government and inditutions, facilitating group activities
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4.

SETTLEMENT SECTOR WORKERS

This section outlines the qudities that each immigrant and refugee is entitled to find in workers within the
settlement sector. Parts A and B, Values and Professional Ethics, gpply to dl who work in a settlement
agency, including for example receptionigs. Parts C, D and E are more specifically geared to the
qualities required in a settlement worker.®

In addition to the skills and knowledge set out below, workersin specidized areas, such as language
training or employment counsdlling, will of course need additional competencies.

It must be recognized that the ability to hire and retain highly competent workers depends to a sgnificant
degree on the conditions of employment that can be offered. Many settlement agencies experience a high
turnover rate, because of low sdaries and benefits and limited opportunities for advancement.

VALUES
Workers will be committed to the core values outlined above (pages 12 - 15):

—Access

—Incluson

— Client empowerment

— User-defined services

— Holistic approach

— Respect for the individua
— Culturd sengtivity

— Community development
— Collaboration

— Accountability

— Orientation towards positive change
— Rdiability

Thisincludes an expectation that the worker demonstrate commitment to the dimination of
discrimination, including racism, sexism and homophobia

9

Terms used vary across Canada: some people use, rather than “ settlement worker”, the term

“settlement practitioners’, others * settlement counsdllor”. In French, “intervenant” is common.
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B. PROFESSIONAL ETHICS

Each worker will adhere to sandards of professond ethics, including:
— Repect for client confidentiaity

—Maintenance of professond reationships (hedthy boundaries)
— Prevention and avoidance of conflicts of interest
— Underganding one s role and limitations
C. KNOWLEDGE
Each settlement worker will:

— Understand the essentia theories, concepts, and principles relating to:

— settlement, including current theories of the effects and adjustments after migration,
processes and stages of individua adjustment to migration, theories of persona
and socid change, the theories that influence settlement, the impacts of maor life
changes, the effects of migration on family and economic life;

— the refugee experience

— culture and culturd change

— Canadian socid organization

— multiculturdism, human rights and racism

— cross-cultural competency

—professiond ethics.X’

— Befamiliar with the socid, culturd, economic, palitical and spiritua background of the client.
—Beaware of globd and Canadian events that impact migration and settlement.

—Know about relevant systems (sarvices, programs, laws in fieds of immigration, health,
education, eic.)

10 Thislig islargdy drawn from the Occupational Competencies Framework for Immigrant and
Multicultural Services, BC Multilateral Task Force on Training, Career Pathing and Labour Mobility, June
1998.
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D. XKILLS
The settlement worker will have the ability to:

—think critically and andlyze information effectively

—communicate in alanguage sitable to the context, including in writing (eg. skillsin cross
cultural communication, ability to speek to client in away/in alanguage that can be
understood, ability to communicate with government officials gppropriately)

— develop and sustain professiond practice

— advocate

— credtively problem solve

—respond to issues and plan

—interview and assess

— ligen actively

—find information and keep information updated

—work collaboratively

— outreach in the community and network

— make presentations

— build and maintain effective relationships

— recognize own bias

—recognize how client’s dimensions of persond identity may impact client development, choices,
and ways of seeking assstance

— ded with sengtive issues effectively

— use sdf-disclosure appropriately

— conduct multiple tasks Smultaneoudy

—maintain casefiles

—managetime

— st priorities

E PERSONAL SUITABILITY

— Commitment to lifdong learning

— Hexibility

— Sengitivity (includes cross-culturd sengitivity, sengtivity to on€ simpact on the client, sengtivity
to issues of racism/saxism/homophobia, ability to understand what the person is asking
for)

— Sdf-awareness and sdf-criticism

— Client-centred approach
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5. SETTLEMENT ORGANIZATIONS

This section identifies the qudities we believe immigrants and refugees are entitled to expect in the
organizations that deliver settlement services. The effectiveness of the settlement services depends not
only on the individuad workers who ddiver them, but aso on the organization within which they are
delivered. The organization is respongble for creating awelcoming environment and running programs
that are reponsive, effective and accountable.

The ability of settlement agencies to meet expectations in the areas outlined below is dependent on the
availability of means. Many settlement agencies in fact struggle with inadequate financid support.

Organizationa standards relate to the basic infrastructure and systems that organizations should adhere to
in order to be able to provide and sustain core immigrant and refugee services in an accountable
manner.tt

A. VALUES
Every organization will be committed to the following vaues outlined above (pages 12 - 15):

— Access

—Incluson

— Client empowerment

— User-defined services
—Holigtic approach

— Respect for the individua
— Culturd sengtivity

— Community development
— Collaboration

— Accountability

— Orientation towards positive change
— Rdiahility

1 The Development of Service and Sectoral Sandards for the Immigrant Services Sector, An
OCASI/COSTI Partnership Project, June 1999, p. V-1.
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Thisincludes a commitment to the following program gpproaches.

— Client confidentidity

— Case coordination

— Promotion of independence of clients

— Diversty in sarvice ddivery and methods

— Culturdly/linguigtically appropriate approaches
— Community needs assessment

— Evaudtion of programs and services

— Partnerships and networking

— Credting awelcoming environment for all

B. GOVERNANCE
Every organization will have:

— Mission statement (purpose)

— A commitment to a community-based philosophy founded on participatory and democratic
principles

— Community-based board of directors that reflect the community and client population

— Bylaws

— Board palicies (nominations, board member recruitment, elections, conflict of interests, board
expenses, board devel opment)

C. OPERATIONAL POLICIESAND PROCEDURES
Every organization will have:

—Financid policies which ensure transparency (checks and baances)

— Organizationd chart

— Personnd palicies (conditions of work, performance appraisd, staff development,
remuneration, recruitment, job descriptions)

— Anti-racism and other equity policies

— Hedth and safety - workplace environment, employment standards

— Insurance (including liability)

— Clear complaints procedures

|dedlly organizations will dso have:

23 ORGANIZATIONS



CANADIAN NATIONAL SETTLEMENT SERVICE STANDARDS FRAMEWORK

— Accessble offices (in terms of location and plant)

— Communications grategy (including ways of obtaining input from clients)
— Service procedures

—Voluntary policy

— Equipment use policies (e.g. computer use policy)

—Fundraising policy

— Organizationa code of conduct

— Anti-harassment policy

— Quality assurance policy (policy review process)

— Strategic plan process
D. COMMUNITY ROLE
Every organization will:

— promote socid justice and equity

—respond to socid change and immediate issues
— support sectord coditions'umbrella groups

— build wel coming communities
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A.

CCR RESOLUTIONSRELATING TO DEVELOPMENT OF
STANDARDS

Resolution 2, November 1995: SETTLEMENT RENEWAL

WHEREAS. 1. Setlement Renewd will have sgnificant implications for settlement and integration

savicesin Canada;

2. A conaultation on nationd principles was held a the CCR fdl conaultation with a
broad participation including representatives from different provinces across
Canada;

3. A siesof principleswere generated. A principle is defined as a commonly held,
vaue-based guideine or framework that guides action;

4. Consultation participants have expressed a need for further opportunitiesto provide
afuller input on the Settlement Renewd consultation;

5. This consultation process on Settlement Renewa should be transparent, structured
and indusve with adequate federd funding;

THEREFORE BE IT RESOLVED that:

1.

The settlement core group on behdf of the settlement working group:

*  monitor the Settlement Renewa process,
*  further develop these principles and draft others which address gapsin the current set;
*  develop standards which relate to these principles;

The CCR forward this document2 immediately, followed by any subseguent principles and
gandards, to the Minigter of Citizenship and Immigration for incluson in the legd agreements
between the Federd Government and partners as determined through the Settlement Renewa

Process,

The CCR communicate these principlesto dl the participants of the Settlement Renewal workshop.

12

The Nationa Principles are found on page 6.
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Resolution 4, June 1996: SETTLEMENT RENEWAL

WHEREAS: 1. Thefedera government has a responghility to ensure not only that funds be

available for settlement and integration services but aso that there is areasonably
comparable level of services across the country;

2. Thefederd government has produced a recommended mode regarding the
transfer of adminigration of settlement programs to provincid adminidrative

partners;

3. Thefederd government has indicated that the development of definitions,
indicators and standards of service would be accomplished through a federal-
provincia multilateral process excluding service providers;

4. There has been no agreement as to who the new adminigrative partners will be;

THEREFORE BE IT RESOLVED THAT the CCR:

1.

Urge the federal government to invite representatives of service providing organizations to participate
in Federa-provincid discussonsto develop nationaly consistent definitions and indicators for
settlement and integration services, as well as nationa standards of service;

Urge the federal government to hold adminigtrative partners accountable for ensuring that settlement
and integration services

ad  meet these nationd standards of service, and
b) adhereto other rdlevant federd policies and legidation which affect the delivery of these
Services,

Urge the federd government to establish a national advisory group composed of representatives of
federa and participating provincia governments, other administrative partners and service providing
organizations to monitor and ensure that the service plans and reports required of adminidrative
partners adhere to these stlandards and to other nationa principles which have been established;

Ensure that these requests to the federal government are communicated to the provincid
governments.
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Resolution 1, May 1999: NATIONAL SETTLEMENT SERVICE STANDARDS

WHEREAS. 1. The CCR has supported, in principle, the development of nationa settlement
service sandards as sated in the Nationd Principles for settlement services (see
Res. 2, Nov. 95, Res. 4, Jun. 96, and Res. 4, Nov. 96);

2. The creation of anationa settlement service standards steering committee during
the November 1998 CCR conference has provided a mechanism to develop
these standards and a draft framework and development strategy were presented
during the May 1999 CCR conference;

THEREFORE BE IT RESOLVED THAT the CCR support the draft nationd settlement service
standards framework and adopt the proposed devel opment Strategy .
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B. GLOSSARY OF TERMS

Thefollowing is aglossary of some of the key terms used. It should be noted that the understanding of
these termsis not fixed and they may be given different meanings by different people.

INTEGRATION
along-term, two-way process in which immigrants and refugees achieve full participation in al
aspects of Canadian life, and Canadian society benefits from the full potentia of newcomers®

PRINCIPLE
acommonly held, vaue-based guideline or framework that guides action.*

SETTLEMENT
the acclimatization and early stages of adaptation, when newcomers make the basic adjusments to

lifein anew country, including finding somewhere to live, beginning to learn the locd language,
getting ajob, and learning to find their way around an unfamiliar society.*®

SETTLEMENT SECTOR
those agencies whose mandate is to provide diverse and specidized services to immigrants and

refugees.’®

SETTLEMENT SECTOR WORKER
anyone who works in the settlement sector, whether giving direct services or in asupporting role

(e.g. management, receptionist).

13 Based on adefinitionin Settlement in the 1990s. An overview of the needs of new immigrants
in the Lower Mainland and Fraser Valley, prepared by the Immigrant Services Society of BC, quotedin
Occupational Competencies Framework for Immigrant and Multicultural Services.

14 CCR Resolution 2, November 1995.
15 Best Settlement Practices, CCR, 1998, p. 9.

16 The Development of Service and Sectoral Standards for the Immigrant Services Sector, An
OCASI/COSTI Partnership Project, June 1999, p. 11-1.
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SETTLEMENT SERVICES
specidized services geared to facilitate the full and equitable participation of al newcomersin
Canadian society. '’

SETTLEMENT WORKER
anyone whose primary function is to provide direct client settlement services. (Also known as
“practitioner”, “counsdlor” or, in French, “intervenant™).

STANDARDS
generdly agreed upon minimum norms that are measurable. For example, a satement that a
partner has to provide language training to al newcomers up to a certain level of competency
would be a standard.®

17 Best Settlement Practices, Canadian Council for Refugees, 1998, p. 17.

18 From Best Settlement Practices, Canadian Council for Refugees, 1998, p. 27 and The Issues.
Consultationson Settlement Renewal : Finding a New Direction for Newcomer I ntegration, Citizenship
and Immigration Canada, 1995.
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June 1995 and Program Standardsfor Adult ESL (Working Document), ATESL, March 1998.
Obtainable from ATESL, c¢/o Educationa Psychology Department, 6 - 102 Education North,
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Best Settlement Practices. Settlement Servicesfor Refugeesand Immigrantsin Canada,
Canadian Council for Refugees, 1998, 54 pages. Available from the CCR or at
http:/Awww.web.net/~ccr/bpfinal.htm.

This document presents an overview of settlement services in Canada and identifies e ements that
make for successful settlement programs. It explores the meaning of “settlement” and “integration”
and presents guiddines for best practices as well as examples of programs worth emulating. The
report also describes the historical background, the policy context and how non-governmenta
organizations ddiver settlement servicesin Canada

Building Healthier Organizations Manual, Association of Ontario Health Centres, Toronto, 1998.
Available from 5233 Dundas St. W, Toronto, ON, M9B 1A6, tel. 416-236-2539.

Thismanud defines hedlthy organizations as those prepared to manage change in a crestive,
innovative, productive manner without sacrificing quality. It provides organizations with tools and
resources to assist them in achieving excdlence. Although designed specificaly for community hedth
centres in Ontario, the information and resources are a vauable contribution to any other
community-based sector.
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Building on Strength: Improving Governance and Accountability in Canada’s Voluntary Sector,
Pandl on Accountability and Governance in the Voluntary Sector, Find Report, February 1999.
Avallable a http:/Aww.ccp.calinformation/documents/cpl143.htm.

The fina report of the Panel on Accountability and Governance in the Voluntary Sector, chaired by
Ed Broadbent. It includes 41 recommendations on improving accountability and strengthening the
capacity of the voluntary sector, as well as a good practice guide effective sewardship.

The CNC Outcome Evaluation Initiative: Summary Report, Codition of Neighbourhood Centres,
Toronto, 1999. Available a http://Aww.interlog.com/~cnc/.

From the Introduction: “ The materias presented should help agencies focus more precisely on how
and in what circumstances, outcome evauation might be used to support their evduation gods. We
hope as well that the report will further the efforts of saff, community members, supporters, and
funding partners, as they work together to develop practica and effective methods for evaluating the
impact of community servicesin people' slives”

Lecontrat detravail, Lise Gervais, CFP, 1992, 49 pages. (in French only). Available from Centre de
Formation Populaire, 3575, boul. St-Laurent, bur. 406, Montréal, Québec, H2X 2T7, tdl. (514)
842-2548.

Desgned as atraining tool, this document contains suggestions for employees of community groups
who are seeking working conditions appropriate to the nature and finances of their organizations.

The Development of Service and Sectoral Standardsfor the lmmigrant Services Sector,
Discusson Document, An OCASI/COSTI Partnership Project, 1999. Available from 110 Eglinton
Avenue West 2nd floor, Toronto, ON M4R 1A3, Tel. 416-322-4950.

This discussion document reports on the results of ajoint OCASI/COSTI research project aimed at
developing service and sectora standards for community-based immigrant-serving organizations.
The objective isto generate idess, dicit input and provide feedback on the suggested standards as
well as develop recommendations for further development and implementation. The document looks
at core services, minimum standards for core services, client outcomes and basic organizationd
standards.

32 BIBLIOGRAPHY



CANADIAN NATIONAL SETTLEMENT SERVICE STANDARDS FRAMEWORK

L’ évaluation d’un organisme, Chrigtine Daniel, 1992, 49 pages. (in French only). Available from
Centre de Formation Populaire, 3575, boul. St-Laurent, bur. 406, Montréal, Québec, H2X 2T7,
tel. (514) 842-2548.

A practicd guide to hdp community organizations evauate their objectives, their activities, their
operations, their teamwork and their clientdle. How should one prepare an annud evaluation?
What should be evaluated? How does one go about it?

Guide d’ évaluation participative et de négociation. Franklin Midy, Carole Vanier et Michd Grant ,
Les groupes du projet Pratiques novatrices, Montréal, 1998, 118 pages. (in French only).
Available from Centre de Formation Populaire, 3575, boul. St-Laurent, bur. 406, Montrédl,
Québec, H2X 2T7, tel. (514) 842-2548.

Document derived from a series of training sessions given as part of the Innovative practicesin the
community sector program. It addresses: theories and principles, a participatory approach to
evauation, methodology of participatory evauation, tools, negotiating evauation.

Making the Road by Walking It: A Workbook for Re-thinking Settlement, CultureLink, Toronto,
1996. Available from 474 Bathurst St. 3rd F, Toronto, ON, M5T 2S9, Tel. 416-923-4678.

This workbook focuses on organizationa change and re-engineering in settlement to help settlement
workers (and settlement organizations) keep up with wider political and economic developments.

Occupational Competencies Framework for the Immigrant and Multicultural Services Sector,
developed by the Multi-lateral Task Force on Training, Career Pathing and Labour Mohility in the
Community Socid Service Sector in British Columbia, 1998. Available at
http:/Avww.taskforceontraining.bc.calocp.htm.

Thisisone of Sx occupationa competency frameworks for different community socia service
sectors. The framework describes the key purpose of the sector and the broad functions and
activities practitioners carry out in order to fulfill that purpose. Performance indicators, knowledge
specification and value statements are aso provided. It was developed through a process that
involved asking experienced practitioners and supervisors a series of questions about what they do,
how they do it and why.
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Outcome M easur ement: Showing Resultsin the Nonprofit Sector. Margaret C. Plantz and
Martha Taylor Greenway, United Way of America and Michagl Hendricks, an independent
consultant, 1997. Available at http://www.unitedway .org/outcomes/ndpaper.htm

This article summarizes the history of performance measurement in the non-profit health and human
sarvices sector and defines key concepts in outcome measurement. Next, it reports on activitiesin
five key areas and describes 30 lessons the field has learned for those who have led the way. Findly
it identifies seven pressing chdlenges that lie ahead.

Other United Way of America documents on outcomes are dso publicly available at
http://mww.unitedway .org/outcomes/publ ctnshtm: Achieving and Measuring Community Outcomes:
Challenges, Issues, Some Approaches, Community Status Reports, Targeted Community
Interventions: Drawing a Didtinction; Introducing Outcomes. Basic Definitions and Conceptsin
Program Outcome Measurement (video); Measuring Program Outcomes: A Practical Approach;
Measuring Program Outcomes Training Kit; Update: Outcome Measurement Activities of Nationa
Hedlth and Human Service Organizations

Des services aux demandeursd’asile: pourquoi? Cequ’en disent lesintervenants
d’ or ganismes communautaires du Grand Montréal, Table de concertation des organismes au
service des personnes réfugiées et immigrantes, 1999. (In French only). Available from 518 rue
Beaubien Est, Montréal, QC, H2S 1S5, Tel: 514-272-6060.

A research report on the experiences and needs of refugee claimants and on the settlement workers
who serve them. This research pilot was requested by the settlement workers, because of the urgent
need of claimants for settlement services, to which however they officidly do not have access.

Note also:

Citizenship and Immigration Canada materids are available on the CIC website: http://cicnet.ci.ge.cal

Canadian Council for Refugees materids are available on the CCR website: http://ww.web.net/~ccr/
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