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Terms: 
 

Values 
 

Empowerment-oriented Practice 

CSS Staff are to engage with GAR clients in a manner that reduces their feelings of powerlessness by 
supporting them to “[discover] their strengths and personal power, pursue their own objectives, and begin 
to confront the systems that oppress them…” as opposed to only focusing on clients’ needs (Dr. Patricia 
Spindel, CSS Training: January 2011). The goal is collaboration; helping clients do things for themselves. In 
this way, they can become co-producers, not passive consumers, of support. 

Client-Centred Approach 

CSS Staff are to provide intensive case management based on what the client considers to be best for their 
resettlement process. This recognizes the clients’ own autonomy and decision-making capabilities in 
achieving short term and long term settlement goals. 

Trauma and Violence-Informed Care (TVIC)/Approaches 

Trauma and violence-informed approaches “recognize the connections between violence, trauma, 
negative health outcomes and behaviours. These approaches increase safety, control and resilience for 
clients who are seeking services in relation to experiences of violence and/or have a history of experiencing 
violence” (Public Health Agency of Canada, 2018). 

Trauma and violence-informed, community capacity building, occurs when efforts are undergone by CSS 
Sites to ensure that all activities and spaces for activities, allow for safety. This can include factors such as 
connections and belonging, meaning: identity and justice, dignity and value, and trust, both within and 
outside the community. 

Anti-Oppressive/Anti-Racist Approaches  

Anti-oppression approach “recognizes that individual contexts are different, and that people’s lived 
realities are complex… [It] requires that people examine their own experiences and actions, and critically 
analyze social structures of power and privilege.” “Anti-oppression approaches to inequality include 
feminism, anti-racism as well as structural, and critical approaches” (Alexander, 2008). 

The majority of GARs receiving support are from marginalized and racialized communities. CSS Staff are to 
factor this lens into their service delivery as it would influence the way staff approach clients, as well as 
quality and types of partnerships sought. 
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Definitions: 
 

Community  

Community can refer to a group of people with shared characteristics and/or interests (i.e. ethnic, 
cultural, religious, linguistic etc.). It can also refer to a group of people, service providers, and agencies 
who inhabit or are based in an area defined by geographical parameters. Specifically related to the CSS 
Program, this would include the areas where government assisted refugees (GARs) live and are accessing 
and/or desiring to access services and spaces around them in-person.1   

Community Capacity Building (CCB) 

Community capacity building is “…whatever is needed to bring a non-profit to the next level of operational, 
programmatic, financial, or organizational maturity, so it may more effectively and efficiently advance its 
mission into the future. Capacity building is not a one-time effort to improve short-term effectiveness, but 
a continuous improvement strategy toward the creation of a sustainable and effective organization” 
(National Council of Nonprofits). 

Related to GARs, CCB is the process of removing barriers, increasing access to services, and influencing 
positive change within the community. This is done through matching clients’ needs with resources in the 
community through networking and sustainable collaborations that:  

1. Bring awareness of GAR needs and their contributions in their respective communities  
2. Assist and empower clients to be better equipped to self-advocate and access services 

independently 
3. Assist in transforming communities to be more inclusive welcoming of GARs, including through 

their ability to accommodate GAR clients and/or  
4. Create awareness for positive spaces and culturally appropriate service delivery for GARs. 

 
Advocacy 

Advocacy is rooted in power – how CSS Staff and Sites use advocacy is also significant in how collaboration 
and capacity building strategies are developed.  Advocacy can be done for the client, with the client or with 
community groups. 

Advocacy can include: 

a. Empowering clients 

b. Providing clients with necessary tools and resources that would help them navigate the services in 
their community independently 

c. Encouraging and involving clients to participate in various workshops and trainings, educating 
clients on how to advocate for themselves and access services 

d. Educating external service providers on GAR needs and strengths to better accommodate GARs 

 

                                                           
1 GARs may not need to access particular services in-person (e.g. phone appointments), but the option should be available to them to physically 
access the services located in their communities  
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Overview: 
 
The National GAR Case Management - Client Support Services (CSS), Community Capacity Building Toolkit, 
has been developed to standardize the approach, not the process, of effective and inclusive community 
capacity building across CSS sites. It exists for CSS managers and staff, but can also be applicable to 
secondary audiences (e.g. RAP/Settlement/Life Skills workers, etc.). 

 
 

Section 1: Levels of Community Capacity Building 

This section covers the varying levels of CCB and illustrates the capabilities and the restrictions of each 
level, knowing when additional support may be required. 

 

Section 2: Getting Started 

This section assists with identifying the starting point when planning CCB activities, and reflecting 
beforehand on the most appropriate methods and approaches.  

 

Section 3: Community Partnerships 

This section covers promising practices on building and assessing new and existing partnerships in your 
community. 
 

Section 4: Documenting Community Capacity Building Efforts 

This section outlines tracking, documenting and measuring CCB efforts, including ETO. 
 

Section 5: Navigating Common Challenges 

This section covers a list of common challenges that arise before, during, and after CCB activities, and 
promising practices on how to navigate them. 

 

Conclusion 

 

Additional Resources 
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How to Use the Toolkit 
 
It is recommended that this toolkit is read in its entirety and in the order that it is prepared in.  

The flowchart below helps guiding you to the section(s) of the toolkit that most applicable to your 
individual or organizational need/focus at any given time in your community capacity building process.* 

 
 

 

 

 
 
*Please note that this flowchart refers specifically to planning CCB activities (i.e. events, meetings, partnership development etc.) 
and may not be a representative process for all CCB efforts. 
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SECTION 1: Levels of Community Capacity Building 
 
When considering the extent to which the capacity of the community is expanded or engaged with, 
(whether directly with the community or together with the client) it is important to understand the 
capacity of who is involved.  

 

“Capacity building can be focused on three levels: the individual…the organization…and the broader 
system” (Sport and Dev, n.d.). The “broader system” in the context of CSS, includes and refers to 
networks outside of the organization, located within the community, and within governmental structures 
that may contribute to enhancing capacity for GARs. 

In addition to these three levels, this group has included a systemic level that addresses limitations to 
capacity building that can be caused by existing systemic structures, provides methods for recognizing 
these barriers, and recommends strategic tactics to navigate through these barriers as smoothly as 
possible. 

1.1 Individual 
 
For the purpose of this toolkit, there are two types of individuals: the client (as a participant) and the CSS 
Staff (as a facilitator). Capacity building at the individual level occurs when “…conditions that allow 
individuals to build and enhance existing knowledge and skills [are developed]”, as well as “the 
establishment of conditions that will allow individuals to engage in the ‘process of learning and adapting 
to change’” (Desai, 2012). 
 
Capacity building takes place at the individual level when: 

o Staff provide one on one (1:1) community orientations for GARs  
 Through assessments and case consultations with families and individuals, and with client 

group consultations, respecting their cultural values  
 This expands the clients’ capacity to engage with the communities they are in 
 This also allows for staff to enhance their own cultural understanding and further 

their cultural competency  
o GARs inform community members of their needs 

 Statistics are collected to view what GAR needs should be addressed  
 Statistics underscore GARs needs and service gaps that exist 

o Staff development and capacity is enhanced to better advocate for GARs through professional 
development, case management standards, and strength-based approach/empowerment-
oriented practice 
 Staff have an understanding of the knowledge required to assist clients if it is outside of 

their scope; an expert should be brought in to educate or a referral is made to an outside 
agency 

o Staff can assist individuals to identify/recognize their strengths, needs, challenges and barriers 

Understanding the varying levels of CCB, will help to show the 
capabilities, as well as the restrictions of each role, and knowing when 

additional support may be required. 
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o Staff can self-identify areas of growth that may be needed to meet a particular challenge 
o Staff meets the client “where they are at” (e.g., emotionally, motivationally) and have the ability 

to build trust with the client  
 
 

1.2 Organizational 
 
For the purpose of this toolkit, “Site” is used interchangeably with “organization”. Organizational 
community capacity building is “the process of enhancing an organization’s abilities to perform specific 
activities…to develop internally and better fulfil their defined mission…” (Desai, 2012). 
 
Capacity building takes place on the organizational level when: 

o The structure within an organization (CSS Site) allows for GAR clients to be in decision-making 
capacities (e.g. focus groups/consultations led by the organization, staff) 
 Building the creative confidence of GARs, creates avenues for them to develop the required 

decision-making capacity  
o The organization provides community-related orientations for GARs  
o Statistics are collected through ETO (and other internal databases, where applicable) to view 

what needs should be addressed and where gaps are 
o Staff are given space and opportunity to develop professionally through team meetings, 

conducting the necessary research, outreach to community agencies and/or programs to find 
resources to meet the needs of clients 

o The organization (and programs within) create/follow processes for growth (e.g. strategic 
planning); set goals and measure results; and include appropriate players (e.g., front-line, 
managers, Executive Director) to match skills, abilities and interests with objectives of projects  

o The organization as a whole is committed to community capacity building through outreach by all 
staff and those whose specific role is community engagement and outreach. 
 For example, in Windsor, the MCC offers training to the community on Cultural 

Competence and Diversity and provides information sessions about Onboard Canada, as a 
collaborator. This program provides online governance training for everyone and bridges 
the diversity and inclusion gap by matching qualified candidates from historically excluded 
groups to not-for-profit organizations and public boards, elevating their impact across 
Canada 

 

1.3 Community 
 

The community can help refugees integrate into their new culture and avoid the isolated feeling they may 
face after during the resettlement process as they try to overcome their previous experience (and 
potential trauma) and start their new lives. The community is engaged in capacity building when there is a 
need to “…develop responsive and accountable administrators and services” outside of an individual or 
organizational reach. The capacity of the community grows when it “learns from both its actions and from 
feedback it receives from the population at large” (Desai, 2012). 
 
There is a transition of capacity building from the individual/within the organization to the 
community when: 
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o Collaboration with external groups (i.e. agencies) is necessary to meet needs of clients (e.g. 
cultural competency) 

o There is a need to reach out to existing partnerships to enhance the quality of service delivery 
and meet the specific needs of GARs 

o There is a realization that the knowledge required is outside of the scope and the expertise of the 
individual/within the organization and an outside partner is more appropriate and required 

o Individual stories are used (then supplemented with statistics) to describe a need, gap or 
challenge 

o Outreach presentations are customized to the potential of a community – individual, program or 
organization –with set expectations, ideas and examples of what can be done  

o Partnerships are maintained  
o The community engages with you! 

 This can include offering opportunities for GARs to volunteer their specific skills, employing 
GARs, and assisting in the integration process by holding awareness events 

 

1.4 Systemic 
 
There are systemic barriers (i.e. laws, practices such as IFHP, municipal, provincial and federal structures, 
systemic discrimination and inequalities etc.) that can impede on the ability to build capacity for GARs 
within the community. Systemic change requires long-term, sustainable policy transformation rooted in 
collective efforts of parties with a shared interest. However, as there are limitations to what an individual 
staff or Site can do to deal with these barriers on their own, it is important to be strategic and reactive in 
a positive and intentional way. 

Capacity building takes place on a systemic level when: 
 

o Organizations advocate collectively for systems change 
o A clear plan is set to address the systemic gap or challenge with the appropriate players (e.g. 

research analysts, policy-makers, government officials) 
o Addressing discrimination needs 

In the following chart, there are five suggested ways to strategically navigate through systemic obstacles. 
You can use the checkboxes in the left-hand column to keep track of the efforts you have made.  
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SECTION 2: Getting Started 
 

2.1 Self-Assessment  
 

Individual and organizational self-assessment is the process of introspectively evaluating the progress 
being made towards capacity building. CSS Staff and Sites can reflect upon the methods and approaches 
of CCB most appropriate activity to addressing GARs’ needs, in order to bridge the gap between them and 
their communities. “The self-assessment is not an end in itself but a process of diagnosis and reflection 
that should lead to action” (Lusthaus et al., 1999). 
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 “The assessment results should be able to help you to: 

• Increase the capacity and improve functioning of your organization or program; 
• Prioritize areas for improvement (individually and across the sector); 
• Identify what’s working well and gather evidence for development of best practices (individually 

and across the sector); and 
• Track and report progress to community Boards, community stakeholders, funders and potential 

donors” (Pinder, 2016) 

I. How to Use the Self-Assessment Tools 
 

Tool #1: 
Identifying Your 
Starting Point 

This flowchart was developed to assist CSS Staff/Sites to reflect on and identify 
where to start in a new CCB effort. Each step in the flowchart leads to an eventual 
action item (highlighted in a colour). CSS Staff/sites match up the action item with 
the results in the outcomes table on the following page. 
 

Tool #2: 
Empowering 
Client 
Participation 

This checklist was developed to assist CSS Staff/Sites with reflecting on how clients 
can be given an opportunity to participate in the CCB processes that affect them. 

Tool #3: Cultural 
Responsiveness 
 

The Cultural Responsiveness Assessment Tool is a series of reflective questions 
included in the toolkit to assist CSS Sites with measuring the organizational 
inclusivity of GARs from “all cultures, races, ethnic backgrounds, sexual orientations 
and faiths or religions in a manner that recognizes, affirms and values the worth of 
[clients]” (Ball, 2008) in team meetings when planning CCB efforts. 
 
This tool was not developed by CSS, but by Charlene Ball and core contributors from 
her community. The original tool can be found in the “Enhancing Community 
Capacity Building to Engage and Involve Immigrant and Refugee Families: A Model for 
Inclusive Collaboration” report. It has not been altered except to merge the terms 
from p. 13 of the report with the qualifiers in the assessment tool. 

Addressing ‘need’ in this case simply means eliminating or working around barriers in 
accessing services. It is important to understand the difference, as CCB activities should 

always, as best as possible, be approached from an empowerment-oriented lens as opposed 
to a needs-based one. 



Tool #1: Identifying Your Starting Point



community asset mapping exercise 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

Has this Been Tried Checklist 

http://www.brighterfuturestogether.co.uk/wp-content/uploads/2012/03/fact-sheet-map-assets-in-your-community.pdf
http://www.brighterfuturestogether.co.uk/wp-content/uploads/2012/03/fact-sheet-map-assets-in-your-community.pdf


Tool #2: Empowering Client Participation 
 

The following is a checklist of suggestions on how clients can be involved in the CCB process if and where possible. 
 

Before the CCB Activity 

☐   Focus Group/Consultations/One-on-One Interviews 

Focus groups/consultations are guided and/or open discussions made 
up of people with various perspectives on a specific topic or shared 
area of interest (service providers, GARs, general public, etc.). One-on-
one interviews between a Staff and another individual (GAR, 
community member, partner etc.) collects a detailed understanding of 
that person’s experiences and perspectives on a given topic. Having 
focus groups and/or interviews before planning a CCB activity (such as 
special events or partnerships) helps to create a better understanding 
of a need or issue that needs to be dressed by those directly impacted. 

During the CCB Activity 

☐  Facilitation  

GARs can be invited to facilitate or co-facilitate certain CCB activities, 
such as workshops, presentations, or panels. Such opportunities can 
be made available to them, or trainings/workshops offered by your 
Site to assist developing the skills for this purpose. 

☐  Active Participation 

Where GARs may not take on a role such as facilitating certain 
activities, consider other ways that they can be actively involved. For 
example, are opportunities present for GARs to volunteer at CCB 
events? Are there spaces for GARs no longer in the program to provide 
mentorship in some way for those who are? Etc.  

☐  Self-Advocacy 

Avenues for GARs to advocate on their own for access to services 
should be available. Consider how the client can be empowered to 
self-advocate (with staff/organizational support and resources as 
necessary). 

After the CCB Activity 

☐  Focus Group/Consultations/One-on-One Interviews 

Focus groups/consultations/one-on-one interviews after a CCB activity 
assist with assessing its effectiveness and appropriateness. 

       ☐  Surveys 

Consultations can also take place in the form of surveys (available in 
the clients’ first language(s) as is necessary). For more information on 
survey development and other forms of evaluating CCB activities, see 
here. 

CSS Examples 
 

Focus groups/Consultations  
Halifax  

ISANS sometimes uses the following steps 
when planning a focus group with GARs 
before implementing CCB activities: 

1.   Start with an issue / Identify topic  
2.   Find out who would be interested in 
      participating 
3.   Include clients of diverse communities, 
      learning opportunities with service 
      providers, cross cultural programs, etc.  
4.   Meet in a space where they would feel 
      comfortable  
5.   Create concrete tasks for what will be 
      done with the answers received from 
      the focus group 
6.   Determine whether it is most beneficial 
      to meet the need alone as an 
      organization or to partner with an 
      external organization 

Facilitation 
Toronto 

COSTI implemented 6-month pilot project 
for GAR women to learn facilitation skills 

Active Participation  
St. John’s 

ANC has had previous clients of the 
program return to provide interpretation 
for current clients 

Self-Advocacy 
Ottawa 

CCI developed pamphlets for GAR clients 
that explains the IFH. Clients bring these to 
their medical appointments to advocate for 
services on their own 



Tool #3: Cultural Responsiveness Assessment 
 

Awareness: by the community, of the programs, services and facilities  

• To what degree is the community aware of the full range of programs, services and facilities? 
Where are the gaps in awareness? 

• How/where did they gain the awareness they have? 
• What can be done to increase awareness? A few possibilities… 

o Develop promotional material in relevant languages 
o Distribute translated promotional materials and/or ads in popular places and 

media (community newspapers, websites, places of worship, community 
associations, through key community members and/or leaders) 

o In-person outreach, meet with formal or informal community groups 
o Find out how other organizations have succeeded 
o Word of mouth, in-person meetings with formal or informal groups 
o Respond pro-actively to ethno-cultural communities reaching into the agency 
o Consult with and work through community leaders 

Accessibility: of programs, services, and facilities to communities  

• To what agree are the programs, services, and facilities accessible and to whom? (i.e. men, 
women, children, youth) 

• Where services are not accessible, why not? (i.e. cost, location, transport, childcare, 
scheduling, the facilities, etc.) 

• What measures can be put in place to make them more accessible? A few ideas… 
o Low income rates or subsidies 
o Take the services to the community 
o Provide or subsidize transportation 
o Provide or subsidize child minding 
o Change the schedule 
o Change something about the facilities 
o Are there gender considerations? 

Cultural Relevance: of programs, services and facilities to communities 

• To what degree are the programs, services, and facilities culturally relevant or appropriate? 
• Are they desired, of interest, and compatible with cultural values and norms? 
• Are the kinds of programs, services and facilities really understood by different ethno-cultural 

communities? 
• If communities had a good understanding of what the programs, services, and facilities are, 

would they be desired, of interest, and compatible with cultural values? 

Adaptability: of programs, services and facilities to meet community needs 

• To what degree can programs, services, and facilities be adapted to meet community needs? 
• Are there existing programs that can be adapted to accommodate ethno-cultural 

communities? 
• What is the potential for creative hybrids to be developed with specific ethno-cultural 

communities? 
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• What changes are needed to adapt programs, services, and facilities in meeting the needs of 
ethno-cultural communities? 

• What are all the factors that need to be considered? 

Human Resource Diversity: reflecting the diversity of the community 

• To what degree does your staffing reflect the diversity of the community? 
• At what levels of the organization is ethno-cultural diversity best represented? 

o The goal is for diversity at all levels of the organization – practice, program, policy 
and governance 

• What policies and practices are in place to create a human resource pool more reflective of 
this diversity? 

• How familiar is your human resources department/staffing personnel with the ethno-cultural 
demographics of the community? 

• What are the barriers to human resource diversity in your organization? They may be found 
at organizational and individual levels. What attempts have been made to identify, discuss, 
and eliminate them? 

Cultural Humility:” [lifelong/sustainable commitment to self-evaluation and self-critique…mutually 
beneficial partnerships with communities on behalf of individuals and defined populations 

• What degree of cultural humility exists are various levels of the institution? 
• What strategies are in place to develop cultural humility among top managers, supervisors, 

employees and volunteers in the organization? (i.e. diversity and inclusion training?) 

Cultural Competence: “having the knowledge, skills and sensitivity to interact effectively with people 
from different ethno-cultural communities, recognizing that diversity exists within ethno-cultural 
communities” 

• What degree of cultural competence exists at various levels of the institution? 
• What strategies are in place to develop cultural competence among top managers, 

supervisors, employees and volunteers in the organization? (i.e. cultural competence or 
sensitivity training) 

Organizational Commitment: to cultural responsiveness 

• Is there commitment to cultural responsiveness and inclusion at all levels of the organization, 
including: (a) leadership at the top; (b) champions – staff and/or volunteers within the 
organization who support diversity and inclusion initiatives; (c) workers and volunteers; and 
(d) unions? 

• Do organizational policies, strategic plans, program development, and practices reflect an 
organizational commitment to cultural responsiveness? 
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SECTION 3: Community Partnerships – Outreaching and Networking 
Strategies 
 

At some point in your work, implementing CCB activities will undoubtedly require the assistance of 
parties outside your organization. In many cases, this assistance will come in the form of partnerships 
built over time. Partnerships are relationships between two or more people or organizations (East Herts 
Council, 2016), developed to provide a service or other shared goal that neither party would have been 
able to provide on its own. These collaborations can take place between your Site and agencies, 
individuals (community champions, medical professionals, specialists, etc.) However, partnerships vary in 
structure and function/objective and therefore will have different arrangements (East Herts Council, 
2016).  
 

 
Source: “Partnership Working Guidance”, West Lothian Council (2010) 

 

There are predominantly two levels of formalities for partnerships: formal and informal. 

• Formal – Such partnerships typically are developed with documentation that outlines the roles 
and responsibilities of the parties involved (i.e. MoU, contract, joint funding guidelines etc.).  
 

• Informal – “Such partnerships are technically defined as not being governed by a contract or 
formal agreement, but through an informal collaboration where the NPO and…agency [or other 
potential partner] agree to cooperate for a specific reason, such as the delivery of a public 
service” (Pozil & Hacker, 2017). 

There are also some partnerships that do not fit evenly into either of these categories. For example, there 
are some Sites that are involved in partnerships with no documentation or financial aspect tying them 
together, but are long-standing relationships that meet regularly and are based on a mutual 
understanding of what each partner is expected to provide. It is recognized and understood that, based 
on the longevity of the relationship, such partnerships may be considered “formal”. However, based on 
the definitions provided above and for the purpose of uniformity across the CSS Program, it is 
recommended that partnerships that are not attached to documentation are inputted into ETO and 
recognized as “informal”. 
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3.1 Building Partnerships 
 
Before entering into a partnership, it is recommended to be critical and assess the compatibility of that 
potential partner with your Site. Understandably, the size of your Site and city, as well as the resources 
available to you may impact your options in who you partner with, and may not allow for much 
selectiveness. However, where possible, it is recommended to evaluate the appropriateness of current 
and potential partners based on the following 5 traits: 
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Suitability  

It is important to determine whether a potential partner would be suitable for your organization and your 
clients. You can assess how well their values and goals align with those of your own organization (e.g. 
cultural responsiveness, valuing difference, etc.). The partner will have to be one that will ultimately 
improve services for GARs. 
 
You should also give voice to your clients to assist in evaluating potential partnerships, as well as finding 
out what gaps exist that your organization may not be able to address on its own. The higher the needs or 
demands from GARs, the better it is to learn which community partners to look for that can meet those 
needs.  
 
For example, in London, LCCLC received feedback from their annual conference that there was a strong 
interest for more information on employment. LCCLC was able to leverage that information to ensure 
that they built partnerships with employment agencies that could participate in the following year’s 
conference. 
 
Accessibility 

The services offered to GAR clients from potential partners should be reasonably accessible – the 
transportation time for clients to attain these services should be as minimal as possible, the physical 
space should be structured with zero or little barriers (e.g. ramps, elevators, etc.). Where this may be a 
challenge, the partner should also be able to offer clients services over the phone. It is also important to 
consider whether interpretation is available for clients (as needed) for these services from the partner, or 
whether this would have to be covered by your Site.   

 
Affordability 

Potential partners may be willing to provide lower expenses (e.g. medical practitioners willing to provide 
services not covered under IFH) and/or pro bono services (e.g. medical students providing flu shots to 
GARs for free) in ways that can be financially beneficial to you and your clients. While this may not be a 
driving decision-making factor on whether or not to build a partnership, it is worth considering. 
 
For example, in Moncton, MAGMA works with volunteer lawyers who assist GARs and other newcomers 
with filling out forms for family reunification (OYW). They also have a program based on a partnership 
with the University of Moncton where students provide pro bono assistance for the same forms. 
However, the students are not able to help with the documents for legal reasons. ISANS in Halifax has a 
similar partnerships where pro bono students support clients with applications for permanent resident 
card renewals, travel documents, and citizenship applications. 
 
Flexibility  

Potential partners should be willing, able, and available to work with GARs, while understanding that 
there are particular needs that GARs may require that other clients may not – this may require some 
flexibility and adaptability on the partner’s end.  
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Reputability  

When looking for partners for events particularly, it is recommended that you consider the history of the 
relationship you may have already worked with, and explore opportunities that exist in current 
partnerships. In instances where a partnership has never been built and a relationship has not been 
established, you may consider looking into reputation of the potential partner(s) in the community 
through professional networks. 

 

I. Partnership Agreements 
 
The structure of a partnership agreement will vary on a number of factors, including but not limited to, 
the level of formality, the purpose, and whether or not funding is involved. For example, if funding is 
involved then the agreement will have to define the roles and responsibilities of each party with much 
detail. As a result, some partnership agreements are brief, while others are more specific and thus longer. 
 
More formal agreements tend to come in the form of a letter or Memorandum of Understanding (MoU). 
Whether the MoU is drafted by the Site or its partner will depend on the practices at your Site. At 
Reception House in Kitchener, there is a template that is used by the Site but is amended based on the 
specifics of the agreement or project being entered into. Alternatively, at the Multicultural Association of 
Fredericton (MCAF) in Fredericton, MoUs are typically drafted by the partners (formal partnerships 
usually being with schools or any location where a physical space is occupied) and signed by MCAF based 
on existing templates. 
 
In instances where Sites do not have an existing template to use, there is a Formal Partnership Agreement 
Template available under Additional Resources, based off of the Partnership Agreement template used at 
Regina Open Door Society (RODS). 

However constructed, there are a number of important bases that partnership agreements ought to 
cover, though which bases are covered will be circumstantial. The Ontario Organizational Development 
Program has developed templates that include recommendations on sections, areas, and/or protocols 
that should be explicitly mentioned in partnership agreements in order to ensure a clear understanding of 
roles and responsibilities from both parties (Miller 2016). They include the following: 

• Definitions 
• Term of the agreement 
• Strategy goals & activities the project aims to meet 
• Description of collaborative activities and services 
• Collection, storage and sharing of private and confidential client data  
• Financial contributions 
• In-kind contributions 
• Communications protocols 
• Human resources 
• Project decision-making 
• Dispute resolution 
• Ownership of property purchased 
• Insurance 
• Protocol against liability 
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• Reporting 
• Monitoring and evaluation 
• Continuity 

o Creativity (creating unique and new services for clients) 
• Conflict of interest 
• Amendments 
• Termination or ending the partnership 

Apply the sections to your own partnership agreements as they are relevant and applicable to the nature 
of the partnership you intend to develop. 
 

II. Partnerships with Individuals 
 
Sometimes relationships and informal partnerships are built with specific people, not just agencies. This 
person can work within an agency that your Site is partnered with, or exercise their own practice. For 
example, in London, LCCLC has been working with and referring clients to only one optometrist for the 
last 20 years. This optometrist understands the client base and the challenges GARs experience, and is 
willing to work with IFH. In Windsor, the MCC offers a program over a period of 6-8 weeks, in partnership 
with a local psychologist, called “Community Building”. The program is designed to help GARS in their 
settlement and adaptation in Canada, and to help them begin to heal from the effects of trauma. Past 
participants are invited back the following year to engage with new participants, share their feelings and 
their skills as it may relate to one of the sessions when possible. 
 
Such relationships are significant, however there are difficulties that can arise as a result of having such 
partnerships with individuals, and it is important to keep these in mind. If this person moves on to 
another role, moves to another location, retires, or has any barriers preventing them from working (e.g. 
illness), then the reliance on that individual can impact your Site. There is also the possibility that clients 
can be impacted as they may have gotten used to or been more receptive to the style of that person (e.g. 
presentation delivery, manner of service provision, etc.) as opposed to someone who covers for or 
replaces them. Another issue that can arise is that, because there are no MoUs with people, 
accountability for the follow through of service provision can become murky and difficult to uphold.  

While there are no one-size-fit-all solutions to such challenges, a recommendation is that you partner 
with the agency/organization/institution that the individual works with (where possible), so that a 
relationship can still be maintained with the agency, even if the person is not there. The agency will 
hopefully have other staff available that your Site can work with. 

 

3.2 Assessing Partnerships 
 
While many CSS Sites do not use a formal assessment tool to evaluate their partnerships after they have 
been built, the two promising practices that Sites have been using to assess and address their 
partnerships have been the following: 

• Getting feedback from clients: CSS Staff receive feedback (based on services received as 
the result of a partnership with the Site, i.e. a referral) directly from clients during home 
visits, phone check-ins, workshops, and other interactions. At many Sites, Staff then bring this 
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feedback to team meetings and brainstorm together on how to address what has been 
brought to their attention. This includes learning of new opportunities to look for, to hear 
what is working, what isn’t, etc.). Finally, they can follow up with the appropriate partner to 
inform them of the feedback, whether positive or negative, to make changes if necessary. 

o For example, one CSS Site had a partner provide a community orientation session 
to clients. However, after the session, clients mentioned that it was difficult to 
follow along as many of them had low English skills and there were too many 
technical terms used. The Site was able to follow up with the partner to inform 
them that future sessions would need to be more accommodative to clients’ 
language levels. 

 
• Communicating regularly with partners: Ongoing meetings (monthly, bi-monthly, 

quarterly, etc.) and correspondence (emails etc.) with partners are important. This practice 
helps to address issues or misunderstandings as they come along, which avoids the worst 
case scenario of having to terminate a partnership. Prevention is key, and terminating a 
partnership should only take place if all efforts have been exhausted to find solutions to 
problems. 

 
 

3.3 Working with Other Settlement Organizations  
 
Because settlement service provider organizations (SPOs) in the same city, tend to receive and compete 
for the same funding source(s), there are instances where conflicts can take place. This is even more likely 
when similar services are offered between the organizations. As a promising practice, the CSS Program 
has found that the best way to challenge contention is through collaboration. This will not always work or 
be possible, but working with fellow SPOs in macro community opportunities and major projects, would  
bring benefit to newcomers; helps with relationship building, better understanding each organizations’ 
role, and building collective capacity for GARs and other settlement groups, while reducing competition 
and avoiding overlap, even if minimally. For example, one SPO can look at part-time jobs, while another 
works full-time employment supports. 
 
To assist in this process, a neutral third party may be invited to support, consolidate, and establish 
collaboration between the SPOs involved. There may still be some overlaps in services and roles provided, 
but the goal should be bridging any gaps in services and regular collaborations, where possible.  
 
 

SECTION 4: Documenting CCB Efforts 
 
It is important to document the efforts and track the results of CCB efforts in order to review how 
effective they are, and determine whether they had accomplished their intended results. 
 
There are a number of elements that you can record to track your CCB efforts, as well as methods on how 
to document them.  
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4.1 ETO Database 
 
The CSS Program uses the case management software Efforts to Outcomes (ETO) to track data related to 
GAR settlement and caseworker efforts. The database has been customized to fit the needs of CSS Staff, 
and it is intended to track client progress and measure direct outcomes of GARs for the duration of time 
they are in the program. These statistics are gathered and collated based on the results inputted in 
various modules integrated in the database (e.g. needs assessment, case management activities, 
community capacity building, etc.). 

The following defines and explains the purpose of the results of each category in the CCB Module. For 
more on how to record, view and edit CCB TouchPoints in ETO, click here to download the “Community 
Capacity Building” PDF document. You can also find this document in Moodle under the ETO Database 
section. 
 

I. Type of Activity  
 

Here, you select the type of CCB activity that you are documenting from the following 5 options: 

Community Meetings 

A formal or informal gathering of a group of individuals (in-person or over the phone) discussing a 
topic with the intention of making decisions or changes towards a common goal. Formal 
meetings are held at definite times, places, and usually for a definite duration following an agreed 
upon agenda.  
 
Instances where staff within your organization meet to receive training or community-related 
orientation on a topic that will impact CCB in their own work would also be categorized under 
“Community Meetings”. 
 

o Example(s): Meeting to solicit engagement from the community in addressing, 
accommodating or removing barriers to meet GAR needs  

 
Community Partnerships 

A formal or informal ongoing collaborative network/partnership by community members with 
direct impact/benefit to the local communities. This can involve planned inclusion and leadership, 
enhancements of local and collective skills, or integrated areas of development.  
 

o Example(s): Local Immigration Partnership (LIP); partnering with hospitals, universities, 
Public Health  

 
In instances where “Community Partnerships” is selected as the CCB activity, you will also have to 
indicate when the partnership was established. 

 

 

 

https://cssmoodle.ethinksites.com/pluginfile.php/903/mod_folder/content/0/Community%20Capacity%20Building.pdf?forcedownload=1
https://cssmoodle.ethinksites.com/course/view.php?id=11
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Outreach Activities/Networking 

Reaching out to others, or becoming involved in a community or effort for the purpose of 
building capacity in the community for GAR clients. This can also involve reaching out to the 
community to assist GARs find employment, education, etc.  

o Example(s): delivering a presentation to SPOs or government about GARs and raising 
awareness about their needs; promoting services  
 

Special Events 

Any event where a large number of people are invited to watch or participate.  
 

o Example(s): UN World Refugee Day, Life as a Refugee Conference (annual event), 
Canada day  
 

Working Groups/Advisory Committees  

A group of experts working together to achieve specified goals. Such groups are specific and 
focus on discussion or activity around GARs and services available to them.  
 

o Example(s): being part of CAMH working group and participating in their webinars  
 

II. Partner  

Under “Entity Name”, you select the partner that was involved in the CCB activity that you indicated in 
the previous part. In this case, “partner” can also be recognized as a division or department at your Site 
outside of the CSS Program (if applicable). For example, employment, SWIS, etc. 

Based on the structure of the ETO database, the partner name must be selected from the entity list 
where you draw your referrals from. Therefore, you will have to create a new entity for a partner if it 
doesn’t currently exist in your Site’s entity list. 
 
You are also able to select as many partners as are relevant to an activity if there is more than one 
partner involved. For example, if you have a community meeting where multiple partners are co-leading, 
you can select all those involved.  
 

III. Date Taken 
 

Here, you input the date that the CCB activity took place. 
 

IV. Contact Method 
 

Here, you indicate the location where or means by which the CCB activity took place. You will have to 
select one of the following 4 options: 

• Meeting (in-person) 
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• Web conference 
• Phone 
• Email  

 
V. Objectives Category 
 

Here, you indicate the intention or objective of the CCB activity. You will be able to select all options that 
apply from the following 5 options: 

Build a new community partnership/Increase engagement 

The objective of the CCB activity is to add an external party as an ally to your Site and/or increase its 
active participation and collaboration with your Site (either generally or for a specific initiative). 

o Example(s): Organizing a meeting for community agencies to learn more about your Site 
and the work that you do and sharing opportunities for partnership. 

Develop/Enhance/Coordinate service delivery activities 

The objective of the activity is for resources to be created where they do not exist. 

o Example(s): Collaborating with an external agency offering a service that your Site also 
offers to better streamline options for GARs (instead of duplicating services). 

Develop community resources 

The objective of the activity is that resources are created where they do not exist. 

o Example(s): Creating pamphlets or posters that explain the IFH process and can be shared 
with medical practitioners. 

Raise awareness 

The objective of the activity is to bring attention to and increase familiarity of an issue, a 
group/population, or a topic (usually one that is not well known, though this is not always the case). 

o Example(s): Introducing the needs of the Yazidi population to the community (via special 
event, presentation, community meeting, etc.), and informing that there may be higher 
trauma experiences in this population than with other GAR populations which will require 
additionally specialized services in certain areas. 

Improve access to services/Fill a gap/Reduce barriers 

This objective of the activity is to remove obstacles to and/or improve access for GARs accessing 
services. 

o Example(s): Advocating for interpretive services in court systems so that clients can better 
access the legal system. 
 

VI. Needs Category 
 

Here, you select which of the GAR needs the objective of the CCB activity was intended to address. You 
can select all options that apply from the following 17 options (based on the factors of settlement): 
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• Ability to follow instructions 
• Access to services and community mapping 
• Childcare 
• Education and extracurricular activities for school-aged children 
• Education and training 
• Employment 
• Financial matters 
• Housing 
• Immigration and government services 
• Language 
• Mental health 
• Parenting  
• Physical health 
• Safety and security 
• Social support and community connections 
• Transportation 
• N/A* 

 

The “N/A” option exists for instances where the objective of the CCB activity does not have a specific 
need in mind at the time of the activity. For example, where there is a workshop or presentation raising 
awareness or addressing cultural competency, there may not be specific needs addressed.  

VII. Formality 
 

Here, you indicate the level of formality of the partnership involved in the CCB activity. You will have to 
select one of the following 2 options: 

• Formal  
• Informal 

Refer to Community Partnerships for the definitions of “formal” and “informal” partnerships. 
 

VIII. Frequency 
 

Here, you indicate how often the CCB activity takes place. You will have to select one the following 7 
options: 

• Once 
• Occasional  
• Weekly 
• Biweekly 
• Monthly 
• Quarterly 
• Annual 
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IX. Role 
 

Here, you indicate the role of you or your Site in the implementation of the CCB activity. You will have to 
select one the following 2 options 

• Participant 
• Organizer   

 
X. Level – CCB Focus 
 

Here, you indicate the intended target audience of the CCB activity. You can select all options that apply 
from the following 6 options: 

Community 

Where capacity is being built outside of your Site for agencies, institutions, specialists, or the general 
public. 

o Example(s): Hosting a community meeting with school principals and superintendents to 
discuss the methods necessary for the successful integration of a new GAR population 
with high needs. 

Federal (Government) 

Where capacity is being built for a ministry/ministries or member(s) of the federal government. 

o Example(s): Submitting CCB efforts to Immigration, Refugees and Citizenship Canada 
(IRCC). 

Municipal (Government) 

Where capacity is being built for a ministry/ministries or member(s) of the municipal government. 

o Example(s): Partnering with local police services to work on pre-domestic violence 
material to share with GARs in a workshop. The police would learn over time how to be 
more understanding potential traumatic experiences faced by GARs that impact this area, 
and how to adjust their own methods when dealing with domestic violence issues. 

Organization/Internal 

Where capacity is being built for staff within your Site.  

o Example(s): Providing an information session to staff at your Site on TVIC approaches to 
better equip them to serve GARs and inform other service providers of how to better serve 
GARs. 

Provincial (Government) 

Where capacity is being built for a ministry/ministries or member(s) of the provincial government. 

o Example(s): Providing a presentation on GARs to the ministry or department of community 
services in your respective province. 
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N/A 

The “N/A” option exists for instances where there may not be a target audience for the CCB activity at 
the time you are recording it.  

XI. Stats 
 

i. Time Spent (Mins) 

Here, you indicate the duration of time of the CCB activity, in minutes.  

ii. Number of Participants 

This option will only be available in instances where you have indicated the type of activity to be “Special 
Events”, “Community Meeting”, or “Working Group/Advisory Committee”. Here you indicate the number 
of participants in attendance at the CCB activity. 

XII. Notes 
 

If there are any additional comments you would like to make about the CCB activity, you may provide 
them here. 

 

4.2 Documenting Community-led Initiatives 
 
Outside of the CCB efforts that your Site plans and implements, there can be instances when you receive 
unexpected requests from external service providers for assistance on how they can better accommodate 
GARs. This is good because the community is showing initiative and interest in improving access to 
services for GARs, however it can be challenging when it requires additional effort and resources that 
were not planned or budgeted for at your Site.  
 
For example, in Ottawa, Public Health approached CCI with a tool for refugees and asked for assistance in 
improving the resource. CCI helped to make the resource more accessible for GARs, informing Public 
Health of recommendations such as using more visuals, and having more languages available. In Windsor, 
the MCC was approached by the Windsor Regional Children’s Centre to be part of the Windsor-Essex 
Triple P Community Partnership, to promote positive parenting through the community. Through a grant, 
some staff were trained on the programs, and then provided these programs out into the community free 
of charge. The staff that participated are able to provide this service in English, Arabic, and French. 
 
It is still important to document and capture these instances, even if it falls outside of what has been 
planned. In ETO, it is recommended that it is included in the notes whether the CCB effort was initiated 
from the community or internally from your Site.  
 
Keeping track of these moments can be later leveraged as a tool by your Site to show the funders how 
often these instances take place, and that it is important to receive additional financial support to ensure 
that your Site has the resources required adequately build capacity in your respective communities. 
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4.3 Evaluating CCB Efforts and Measuring Impact 
 
Part of documenting CCB efforts is assessing and evaluating the impact of CCB efforts, and this is done by 
cross-referencing the effort(s) given and the outcome(s) that happen. Evaluating CCB efforts is important 
for understanding where gaps occurred and where improvements can be made in the future. 
Understanding the impact can be collected through qualitative (using words and experiences) and 
quantitative (using numbers and facts) methods. 
 
The diagram below was created for those in the development field, but the process can be adopted at 
CSS Sites to map out the intended impact and comparing it to the actual impact of a given CCB effort. 
 

 
 
It will be up to the Site to determine what indicators they want to use to gauge the success or impact of 
the CCB activities. How impact is measured (if it can be measured) depends on the type of activity, the 
intended audience and the resources available at each Site. Some examples of indicators that can be 
used, depending on the factors just mentioned, are (Lusthaus et al, 1999): 
 

• Stakeholder/partner/client satisfaction 
• Number of clients served 

o Growth (e.g. relocation to accommodate more clients attending a program/workshop, 
event, etc.) 

• Number of participants (planned v. actual) 
• Number of new programs and services 

o Changes in services and programs (internally and/or externally) related to changing client 
systems 

• Diversification of funding sources/growth in number of funders  
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The data collected in ETO and the reports run from this data can be used. Additionally, the following are 
recommendations of other methods that can be used to evaluate the impact of various CCB activities. 
Please note, these methods can be used both before planning for CCB activities to gauge the need(s), as 
well as after conducting CCB activities to gauge the impact. For more on this, see Empowering Client 
Participation. 

I. Surveys 
 
Surveys, depending on the structure and questions asked, can provide both qualitative and quantitative 
results. For more robust responses, there should be many diverse elements included in the surveys, such 
as multiple choice, rankings, yes/somewhat/no questions, space for comments/short answers. 
 
As an example, if a multiple choice question provides the options of “Yes”, “Somewhat”, and “No”, they 
can be measured as Yes = 3, somewhat = 2, and No = 1. The answers to this question can be quantified 
and the averaged to determine numerically how the respondents felt about the question asked. A 
question can be “Did you leave the event feeling you knew much more than you did before you came?” 
When the responses (either “Yes”, “Somewhat”, or “No”) are received and converted numerically, the 
average of 2.6 can determine that most participants agreed that the event was very educational for them. 
If that was one of the desired outcomes of the event, then it was successful in this regard. Having options 
for comments as well helps to add an additional, qualitative layer to the responses provided.  
 
Additionally, a best practice in the development of surveys is to develop questions that align with the 
questions under the CCB module in ETO. In London, LCCLC used a survey to receive feedback on a series 
of presentations delivered to stakeholders and community members on the Yazidi population. Some of 
the questions used were the following: 
 

• Has the education/training helped with any of the following? 
a. Raise awareness 
b. Improve access to services/fill a gap/reduce barriers 
c. Develop/enhance/coordinate service delivery activities 
d. Develop community resources 
e. Build new community partnership/increase engagement 
f. N/A 

• What did you find the most helpful? (Short answer) 
• Do you have any suggestions or recommendations for improvement? (Short answer) 
• Do you have additional training needs? Additional comments? (Short answer) 

 
Other examples of question types that can be used are: 
 

• How could the ______________ you received be improved? (Short answer) 
• After ___________, do you feel __________ about ___________ on a scale of 1 to 5?  

a. 1 (Strongly Disagree) 
b. 2 (Disagree) 
c. 3 (Neither agree nor disagree) 
d. 4 (Agree) 
e. 5 (Strongly Agree) 

Comments 
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• Overall, are you satisfied with _________? 

a. Yes 
b. Somewhat 
c. No 

Comments 
 

• Do you believe you have improved in the area of __________ because of _________?  
a. Strongly Agree 
b. Agree 
c. Neither agree nor disagree 
d. Disagree 
e. Strongly Disagree 

Comments 
 

• Do you feel a greater sense of belonging in your community? 
a. Yes 
b. Somewhat 
c. No 

Comments 
 

• What did you take away from ________? (Short Answer) 
 
Another best practice for surveys is to keep in mind potential language and literacy barriers if the 
intended respondents are GARs or other newcomers. Where resources allow, attempt to have surveys 
available in the clients’ first languages. If you would like clients to complete surveys to indicate their 
experience of a session/activity/program, create spaces for clients who do not know how to read or write, 
have in-person instruction on how to circle their responses. Having images for response choices (for 
example, faces with varying degrees of emotion that are standard across cultures), can also empower 
clients to answer surveys with little to no assistance. It could also be cost effective, in reducing translating 
costs. 

 

II. Testimonials 
 
Testimonials from clients are qualitative methods of evaluating the impact of CCB efforts, and are worth 
documenting. It is possible to receive testimonials from clients anecdotally (e.g. during a 
home/community visit, or casually spoken after an event), however it is recommended that formal 
structures be put in place to receive these perspectives. Creating an avenue for clients to email their 
testimonials, or having a suggestion/comment box available to submit hand written perspectives can 
ensure direct quotes are received from clients. 
 
Testimonials can also be gathered through one-on-one interviews. One-on-one interviews between a 
Staff and another individual (GAR, community member, partner, etc.) collects a detailed understanding of 
that person’s experiences and perspectives on a given topic. Testimonials can be beneficial for numerous 
reasons, such as advocacy purposes, following up with a partner on existing gaps, or potentially adapting 
activities internally in the future. 
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For other methods on involving the client voices before, during, and after the CCB process, see the 
assessment tool Empowering Client Participation. 
 

III. Focus Groups/Consultations  
 

Focus groups and/or consultations are also qualitative methods of evaluating impact. These are guided 
and/or open discussions made up of people with various perspectives on a specific topic or shared area of 
interest (service providers, GARs, general public, etc.). Conducting focus groups after a CCB activity assists 
with assessing the activity’s effectiveness and appropriateness. 

As seen in the Empowering Client Participation assessment tool, the following is a recommendation of 
how focus groups can be developed, based on an example from ISANS in Halifax. 

1. Start with an issue / Identify topic  
2. Find out who would be interested in participating 
3. Include clients of diverse communities, learning opportunities with service providers, cross 

cultural programs, etc. 
4. Meet in a space where participants would feel comfortable  
5. Create concrete tasks for what will be done with the answers received from the focus group 
6. Determine next steps, including whether it is most beneficial to address the feedback alone as 

an organization or to partner with an external organization 
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SECTION 5: Navigating Common Challenges in CCB 
 
Throughout the CCB process, there are a number of challenges that can materialize, whether before, 
during or after conducting CCB activities. This section covers a non-exhaustive list of some challenges 
commonly experienced across CSS Sites, and promising practices on how to navigate them. 

Engaging Client Participation  
 
There are a number of factors that can limit a client’s ability to participate in a CCB effort. While a Site 
may not be able to address all barriers, there are some tactics that can be used to increase the likelihood 
of client participation. 
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Communication 

When soliciting clients’ participation for a CCB activity, there needs to be clear communication of this 
invitation. Explain to the clients the importance of their participation and provide them with the benefits 
of the initiative. Additionally, clients should be given advance notice; not communicating in advance, can 
pose barriers to participation – while a client may have been interested, if they do not have time to 
prepare and make necessary arrangements (e.g. child care), then, they may not be able to engage. 
 
Interpretation 

Having good interpretation is key! CCB efforts should be promoted and, where possible, be made 
available in various languages. In line with communication, the client should be able to clearly understand 
that there is an effort you would like them to participate in, and interpretation should be possible for this 
reason, whether in-person or over the phone. 
 
Recognition 

Clients are often likely to participate in an area they have interest in. If a challenge or suggestion is 
constantly being mentioned by clients, it can be valuable to prepare something or make connections that 
can address it. In Halifax, most workshops provided by ISANS, are based on ideas that come from clients. 
These workshops tend to have higher turnouts! 
 
Accommodation 

As best as possible, it is imperative that you try to remove barriers from clients’ participation. Areas such 
as transportation, childcare, accessibility, and time of day, should be kept into consideration. Some Sites 
have found that events on weekends and events that serve the entire family at one time, tend to have 
higher turnouts. 
 
Repetition  

Where possible, CCB efforts should be available on a regular basis. For example, in Hamilton, Wesley has 
a Town Hall Party that takes place once a month, that allows for the socialization of clients. It takes place 
regularly so that if they are not able to attend one time, there are several opportunities to come again. 
There are also prizes, gifts, games and competition, which have been incentivizing for many clients. 

Stigma  
 

“Stigma is the negative stereotype and discrimination is the behaviour that results from this negative 
stereotype” (Canadian Mental Health Association). Stigma can impact the accessibility to services that can 
assist GARs, whether negative stereotypes exist towards GAR communities, and/or, in some cases, within 
GAR communities. 

Some sites have had experience working with a community service provider that has been unwilling to 
assist GAR clients, reporting that GARs are not their responsibility. When this instance took place in 
Windsor, CSS Staff have had to advocate that GAR clients meet the eligibility criteria of the service 
provider as per the provider’s website. While there continues to be pushback on service provision, the CSS 
continues to rally support from other parties in the community in order to expand the reach of that 
service provider to include GARs.   
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In London, LCCLC has experience working with the Yazidi population. Yazidis have experienced, on 
average, a significant amount of trauma in comparison to other GAR populations, however mental health 
within this community is stigmatizing. As a promising practice, LCCLC has found that how CCB efforts are 
labelled can impact GAR participation. Where groups are called “support groups” or “parenting groups” 
there have been more reception to participation.  

Other 
 

Duplication of services 

When there are multiple agencies providing similar services, it can be challenging for clients to know 
where to go for what. There can be instances where a service or a process starts for the client at one 
agency, and by the time they enrol into the CSS Program, they are restarting the process. For example, in 
Ottawa, clients were beginning the Child Tax Benefit (CTB) process at the Reception House and then 
starting the process again once they were in CSS. In one particular instance, a client provided different 
information on her marital status in her second application in comparison to her first application and this 
resulted in a delay in receiving her CTB. In situations such as these, it is recommended that CSS Sites 
encourage the client to complete any process with the agency or service provider that they began with. 
This allows for more cohesion and less confusion between your CSS Site and that organization. 

Additionally, there can be community service providers that wish to provide services for GARs but are not 
as familiar with the clientele as you are. A recommended practice would be to provide a presentation to 
your partners and educate them on the CSS Program and the services that your Site provides to GARs 
within their initial years in Canada. Being that you are experts in the settlement field for GARs, partners 
should know to contact your CSS Site if they want to provide workshops, orientations, or services to GARs, 
ensuring that you can assist with accommodation as best as possible. This is especially relevant when it 
comes to documentation and money in relation to GARs. 

Where it is another SPO providing CCB efforts with the same topics as your Site, for example with health, 
it is recommended to increase communication between your Site and that organization. GAR needs are 
not necessarily the same as other newcomer needs. Whereas an SPO may discuss health more broadly, a 
CSS Site would have more familiarity and understanding of the IFH process, which would be more 
relevant to GARs. Such instances lend opportunity for collaboration (for example, a joint presentation) to 
ensure that GARs are receiving the accurate information they need and not multiple times. 
 
Regional Challenges 
 
Other circumstances that can require navigation are regional challenges. While this may not be applicable 
to all CSS Sites, this is still an area to be taken into consideration. For example, All RAP services in the 
Atlantic region are centralized. While this overall is beneficial, challenges arise when RAP and CSS Staff 
need answers in urgent situation. In a specific example, in Moncton, a CSS Staff at MAGMA submitted a 
request regarding mistakes in IFH documents to be corrected for a family. These errors have caused 
problems with health care providers, because according to the present IFH documents, the client’s 
papers are expired even though the family is a recent arrival. The process of that CSS Staff finding a 
solution to this situation has been increasingly difficult as there is no direct contact person from IRCC to 
speak to. It is suggested that advocating with other CSS Sites in your region who have common 
challenges, can work towards establishing common solutions. 
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Size of Site 

There are benefits to being located in a large city as there is more potential for partnerships and services 
available; there are benefits to being located in smaller cities and towns because there are likely shorter 
distances for GARs to travel to access services; and, there are benefits to Sites with sizes in between 
because there is the best of both worlds. However, on the other end of regional challenges, are the 
individual challenges unique to your site – including your size.  

 

Conclusion 
 

Each CSS Site operates differently – the resources available, demographics and other dynamics of the 
community, and the unique GAR populations received, will impact the specific CCB efforts that can and 
will be provided. This toolkit strives to standardize the ways that CCB efforts are approached, and aligned 
in how CCB can be executed throughout CSS Sites; Sites continue to work towards effective and inclusive 
community capacity building for GARs across Canada. 
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Additional Resources:  
 

Formal Partnership Agreement Template 
 

 
PARTNERSHIP AGREEMENT 

 
Between 

 

 INSERT THE NAME OF THE PARTNER 

 (Hereinafter referred to as Insert Abbreviated Name of the Partner, if applicable) 

And 
 

INSERT YOUR SITE NAME  

(Hereinafter referred to as Insert Abbreviated Name of your Site, if applicable) 

 

The Partnership 

The purpose of the Partnership is to Clearly define the intention of the partnership.  

Example: improve access to primary and preventative health care services for Government Assisted 
Refugees (GARs) and other recently arrived refugees and immigrants through the partners’ collaborative 
and coordinated provision of needs based information, services and supports, thus providing clear 
pathways that lead to successful outcomes for newcomers to independently access available health 
services in the community. 

Goals: 

List the goals of the partnership.  

Example: 

1. To provide integrated, comprehensive, culturally and language appropriate primary and preventative 
health services for the target population and their families. 

 
2. To advocate for culturally sensitive and appropriate interactions with the community by increasing 

public and governmental awareness regarding special health needs of the targeted population. 

At this point, you can indicate the terms of ending the partnership. 

Example: 

The parties retain the right to terminate the agreement with 90 days written notice with good and 
sufficient reason.  This agreement can be reopened and revised upon request of any of the parties. 
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BETWEEN: 

Insert the Full Name of your Site  

Insert the Address of your Site  

AND  

Insert the Full Name of the Partner  

Insert the Address of the Partner  

 

With reference to the following Roles and Responsibilities of the Parties, THIS PARTNERSHIP 
AGREEMENT (the “Agreement”) is effective and entered into as of the  ________ day of  
 _________, Year.   

 

_____________________________ ______________________________ 

 

ROLES AND RESPONSIBILITIES OF THE PARTIES 

1. The parties will meet on a regular basis, a minimum of Insert the intended frequency of 
meetings, to discuss and share information, ideas and any concerns.  This does not preclude 
parties sharing concerns that may arise in between meetings. 
 

2. The Parties may disclose confidential information. 
 

3. When capacity issues arise, the partners will work together towards finding solutions. 

 

Insert the Name of the Partner  

List the agreed responsibilities of the partner, including any applicable in-kind contributions.  

Example: 

A. [The Partner] will provide urgent care and complete health assessments for newly arrived 
Government Assisted Refugees (GARs). 
 

B. Each person/family that comes to [The Partner] initially will become patients of the RCC. 

Etc. 
 

Insert your Site name  

List the agreed responsibilities of the partner, including any applicable in-kind contributions.  
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Example: 

Contribution: 

[Your Site] will make the following in-kind contribution. 

A. An office space to conduct immunization and health assessment, consultation with clients and 
other health related activities for [The Partner]. 

 
B. Office equipment such as computer with internet and email access, desk and other office 

furniture to [The Partner] 
 

Responsibilities: 

A. [Your Site] will assign a staff member(s) to coordinate the activity of health assessment of 
clients and other follow-up activities. 
 

B. [Your Site] will assist newly arrived clients to register (apply) for [list services] and other 
programs that might be a benefit to clients. 

Etc. 
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