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Strengthen the collaboration between CSS and RAP programs and staff 
 

¥! Connecting with clients while they are in RAP benefits both clients and CSS staff. CSS 
staff can more easily anticipate and identify client needs and the transition for clients is 
smoother because they already have a relationship with their case worker. 

¥! Where possible, have RAP and CSS under shared management to facilitate coordination 
and sharing of professional development. 

¥! Where possible, have staff who specialize in life skills and housing who can work 
across RAP and CSS time frames to facilitate housing issues and additional life skills 
support, where needed. 

 
Support the CSS program through collaboration with settlement workers 
 

¥! Consider using follow-ups by other staff as part of the transition out of CSS to regular 
settlement support. 

¥! The support available in CSS can be extended by having other settlement workers who 
can answer calls after hours through a centralized line, and/or manage drop in for more 
immediate and straightforward concerns 

¥! Where possible, clients should be introduced to settlement staff early in CSS and ideally 
be assigned to a specific settlement worker. While settlement tasks could be shared, the 
assigned settlement worker would ensure continuity and coordination. 

 
Ensure resources are in place to support mobile services 
 

¥! Both accompaniment and home visits by CSS staff should be invested in and supported 
as fully as possible in all sites. This includes acknowledging the costs and time required 
to provide these services as clients move further from city centres.  

¥! Maintain and support follow-ups for clients in all CSS programs 
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¥! Centralized call lines can be effective to manage phone communication between clients 
and staff if clients are assured rapid follow up within a given time period. 

¥! The use of WhatsApp facilitates the sharing of documents and information and should 
be supported, where possible 

¥! Although this is beyond the control of CSS, successful implementation of CSS requires 
ensuring staff positions are allocated as a function of both the number and complexity of 
clients, with particular awareness of health needs. 

¥! Consider including a guided discussion of what aspects of CSS can be transitioned out 
in the next 3 months at each needs assessment, based on client strengths and needs.  

 
Provide additional support for professional development  
 

¥! Provide additional training and a reduced caseload to staff supporting clients with 
complex health care needs, to give them the time and resources needed to build new 
community partners in the specific needs of the clients, search for needed resources and 
navigate complex health care systems.   

¥! Provide training to support enhanced interview skills to strengthen the opportunities 
needs assessments provide for uncovering additional concerns and for client self-
reflection on their progress. 

¥! Add additional and on-going anti-racism and anti-oppression training to support staff in 
both their own professional development and in their work with staff in other agencies 
and sectors and the community more broadly 

¥! Consider finding ways of supporting regular local short retreats for more face to face 
training, to provide some protected time for staff away from the agency where they can 
focus on training but also social bonding and mutual support. 

¥! Ensure trainings (both on-line and in person) and presentations at the AGM include 
diverse instructors and presenters with a range of backgrounds, including those with 
forced migration histories.   

 
Enhance the interactive elements of on-line training and resources 

 
¥! Increase opportunities for interaction and hands-on activities during webinars. 
¥! Set aside time for staff to participate in webinar training during working hours. Consider 

creating small local group training sessions with webinars so that staff can interact with 
one another while participating in the webinars and structure webinars to make that kind 
of use of the webinar possible 

¥! Strengthen interactive elements of the Moodle site to allow more between site 
interactions 

 
Enhance opportunities for staff social support 
 

¥! If possible, provide central office space for staff to gather in and interact with one 
another.  

¥! Build in opportunities, both in terms of time and space, for staff to debrief and find 
support on a regular basis to avoid burnout. 
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Improve technological support for data entry  
 

¥! Allow a simple method for logging extra visits and/or activities for returning clients. 
¥! Support strengthening technological support for needs assessments, including better 

centralized computer systems that host the program and autopopulation from previously 
completed needs assessments. 

¥! If possible, explore technological solutions to data entry using mobile technology, 
especially if they can interface with existing case management tools. 

 
Facilitate data reporting 
 

¥! Providing data entry support will facilitate accurate and complete ETO reporting.  
¥! Consider using narrative or storytelling methods to document activities and impact in 

the area of capacity building. 
 
Continue building and util izing community capacity building and partnerships 
 

¥! Consider exploring the development of a centralized pool of experts for consultation on 
topics identified by staff, above and beyond regular professional development training 

¥! Capacity building should continue the ongoing efforts to identify and communicate skill 
gaps in other sectors, and identify and share creative ways of supporting other sectors to 
better serve this segment of the community. 

 
Continue and enhance community of practice activities 
 

¥! Smaller meetings of managers may need to be organized, especially if the number of 
participating sites increases. If subgroups are organized, they should be organized on 
thematic or contextual issues that are national, rather than regional so as to include a 
mix of original and new sites. 

¥! At the AGM, create more structured opportunities for social networking between sites. 
Reduce the amount of content to increase opportunities for social interaction and time to 
debrief about material presented. 

¥! Maintain the current mentorship model. Consider offering opportunities for site visits to 
other sites to enhance staff exposure to other solutions and modes of implementation if 
there is capacity to do so. 

! !
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)"/-D"("+"$/;!Q&.2!)$(-</!".!-66$//".2!-)$f'-+$!,&'/".2!1$-.+!+,-+!455!%&3*$3/!%&'()!$.)!'8!
)$-(".2!%"+,!,&'/".2!"//'$/;!Q"*$%"/$7!".-) $f'-+$!,&'/".2!63$-+$)!&.2&".2!"//'$/!+,-+!3$f'"3$)!
-):&6-6<!-.)!/'88&3+!03&1!455!%&3*$3/!".!-((!/"+$/;!

X=0#,<"-,/23'M/%'O5%E,<53'
!
C:-"(-D"("+<!&0!/$3:"6$/!"/!"18-6+$)!D<!/"?$!-.)!"11"23-+"&.!3-+$/;!Q-32$3!6"+"$/!6&:$3!-!(-32$3!
2$&23-8,"6!3$2"&.!3$/'(+".2!".!-!23$-+$3!)"/+-.6$!+3-:$(($)!D<!/+-00!+&!:"/"+!6("$.+/7!-.)!23$-+$3!
)"/+-.6$/!+,-+!6("$.+/!.$$)!+&!+3-:$(!+&!3$-6,!/$3:"6$/;!Q-32$3!6"+"$/!+$.)!+&!,-:$!D$++$3!8'D("6!
+3-./8&3+-+"&.7!D'+!-00&3)-D($!,&'/".2!"/!($//!("*$(<!+&!D$!6(&/$!+&!2&&)!+3-./8&3+-+"&.!3&'+$/!/&!
-:-"(-D($!+3-./8&3+-+"&.!)&$/!.&+!0'((<!6&18$./-+$!0&3!"//'$/!&0!)"/+-.6$!%"+,!6"+<!/"?$;!
!
G.+$383$+-+"&.!/$3:"6$/!-.)!6'(+'3-((<!6&18$+$.+!/$3:"6$/!1-<!D$!($//!-:-"(-D($!".!6"+"$/!%"+,!-!
(&%!83&8&3+"&.!&0!3$6$.+!"11"23-.+/7!$/8$6"-((<!"0!+,$<!-3$!-!/1-(($3!6$.+3$!/&!+,-+!+,$!-D/&('+$!
.'1D$3!&0!3$6$.+!.$%6&1$3/!"/!(&%;!4&./"/+$.+!%"+,!+,"/7!".+$383$+-+"&.!6,-(($.2$/!%$3$!
8-3+"6'(-3(<!3$1-3*$)!'8&.!".!@,'.)$3!Y-<!-.)!S3$)$3"6+&.;!!

X=0#,<"-,/23'M/%'5=0#/&=52-'
!
O18(&<1$.+!&88&3+'."+"$/!/,-8$!/$++($1$.+!$P8$3"$.6$/7!-.)!+&!/&1$!$P+$.+!3$+$.+"&.7!&0!3$0'2$$!
.$%6&1$3/;!C!(-6*!&0!&88&3+'."+"$/!6&11$./'3-+$!%"+,!/*"((/7!$)'6-+"&.!-.)!-/8"3-+"&.!($-)/!+&!
03'/+3-+"&.;!l'-("+<!&0!$18(&<1$.+!&88&3+'."+"$/!-:-"(-D($!"/!-(/&!"18&3+-.+;!Q-32$3!6"+"$/!+$.)!+&!



!
!
=i !

,- :$!-!D3&-)$3!3-.2$!&0!$18(&<1$.+!&88&3+'."+"$/!D'+!&88&3+'."+"$/!".!1-.'0-6+'3".2!-.)!
0-6+&3<!%&3*7!%,"6,!6-.!&00$3!1&3$!/+-D($!$18(&<1$.+!0&3!8$&8($!%"+,!(&%$3!($:$(/!&0!$)'6-+"&.!
&3!%"+,&'+!+3-)$/!-3$!($//!("*$(<!+&!D$!0&'.)!".!(-32$!6"+"$/;!!
!
@-D($!h!/,&%/!+,$!+&8!h!$18(&<1$.+!/$6+&3/!".!$-6,!&0!+,$!/"+$/;!5-($/!-.)!/$3:"6$!83&0$//"&./!
3-.*!0"3/+!".!$:$3<!/"+$7!'/'-((<!-3&'.)!-!0"0+,!+&!-!f'-3+$3!&0!$18(&<1$.+7!D'+!-(1&/+!-!+,"3)!&0!
W&D/!".!B&.6+&.!Ee=;=pH;!@,$/$!W&D/!+$.)!+&!D$!(&%!8-<".27!"./$6'3$!-.)!%"+,!("++($!&88&3+'."+<!
0&3!-):-.6$1$.+!E4,$.!`!B$,)"7!^_=9H;!@3-)$/!+<8"6-((<!&00$3!1&3$!8$31-.$.6$7!,"2,$3!%-2$/7!
-.)!&88&3+'."+"$/!0&3!-):-.6$1$.+!0&3!+,&/$!%,&!,-:$!6&1$!+&!4-.-)-!%"+,!/8$6"-("?$)!
$P8$3+"/$;!@3-)$/!%$3$!-1&.2!+,$!+&8!0":$!$18(&<1$.+!/$6+&3/!".!$:$3<!6"+<!$P6$8+!S3$)$3"6+&.!
-.)!F++-%-;!B-.'0-6+'3".2!6-.! ".6(')$ !0-6+&3<!%&3*7!%,"6,!6-.!:-3<!".!+$31/!&0!f'-("+<!&0!
$18(&<1$.+!D'+!1-<!D$!1&3$!-66$//"D($!+&!+,&/$!%"+,!("1"+$)!(-.2'-2$!/*"((/!-.)!(&%$3!
$)'6-+"&.;!F.(<!X"+6,$.$3!-.)!#".)/&3! ,-) !1-.'0-6+'3".2!".!+,$!+&8!0":$!$18(&<1$.+!/$6+&3/;!
!

-(./",O1,J"('*&A,"%;/$I%"&),+"#)$8+ ,
  1 2 3 4 5 
Calgary (AB) 
  

!"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
1223456&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;<3=56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1;@3<56&

A"0.)"#&"'(&
"//#+$(&
%,+$',$%&"'(&
)$#"0$(&
-,,./"0+-'%&
1;;3B56&

C"'"D$:$'0&
-,,./"0+-'%&
1;B3<56&

Fredericton 
(NB) 
  

!"#$%&"'(&
%$)*+,$&
-,,. /"0+-'%&
1243=56&
&&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;H3I56&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;43256&

C"'"D$:$'0&
-,,./"0+-'%&
1;B3<56&
&&

A"0.)"#&"'(&
"//#+$(&
%,+$',$%&"'(&
)$#"0$(&
-,,./"0+-'&
1I3J56&

Hamilton 
(ON) 

!"#$%&"'(&
%$)*+,$&
-,,./"0+-'&
12@3I56&
&&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1;=3H56&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;@3I56&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;;3I56 &

C"'"D$:$'0&
-,,./"0+-'%&
1I3H56&

Halifax (NS) !"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
12=3=56&
&&

7.%+'$%%8&
9+'"', $&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;H3@56&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;@3=56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1;;3H56&
&&

C"'"D$:$'0&
-,,./ "0+-'%&
1;B3J56&

Kitchener 
(ON) 

!"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
1223I56&
&&

&7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;=3@56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1;=3256&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;B3B56&

C"'.9",0.)+'D&
"'(&.0+#+0+$%&
1I3=56&



!
!
=a!

London (ON) !"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
12=3I56&
&&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;=3@56&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;@3;56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1;23;56&

C"'"D$:$'0&
-,,./"0+-'%&
1I3@56&
&&

Moncton (NB) 
  

&!"#$%&"'(&
%$)*+,$&
-,,./"0+-'&
1@;3;56&
&&

&7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;43<56&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;;3B56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1;B3I56&

C"'"D$:$'0&
-,,./"0+-'%&
1I3J56&
&&

Ottawa (ON) !"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
12;3B56&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;<3J56&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;43I56&

A" 0.)"#&"'(&
"//#+$(&
%,+$',$%&"'(&
)$#"0$(&1;23B56&

C"'"D$:$'0&
-,,./"0+-'%&
1;;3<56&

Regina (SK) !"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
12@3H56&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;<3H56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1;43B56&

E(.,"0+- '8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;;3456&

C"'"D$:$'0&
-,,./"0+-'%&
1;B3@56&

Saskatoon 
(SK) 

!"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
12@3I56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&
-,,./"0+-'%&
1;43<56&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;=3@56&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;23<56&

C"'"D$:$'0&
-,,./"0+-'%&
1I3H56&
&&

St. John’s, 
(NL) 
  

!"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
1243456&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;=3I56&

E(.,"0+-'8&#"F&
"'(& %-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;=3@56&

C"'"D$:$'0&
-,,./"0+-'%&
1;B3;56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1I3I56&

Thunder Bay 
(ON) 

!"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
12=3<56&
&&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1;=3<56&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;=3256&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;=3256&

K$"#0L&
-,,./"0+-'%&
1I3J56&

Toronto (ON) !"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
12@3@56&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+- '%&
1;<3=56&

&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&
1;23H56&

C"'"D$:$'0&
-,,./"0+-'%&
1;;3;56 &

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0&
-/$)"0-)%&"'(&
)$#"0$(&1J3J56&



!
!
=9!

Windsor (ON) !"#$%&"'(&
%$)*+,$&
-,,./"0+-'%&
1243@56&

>)"($%8&
0)"'%/-)0&"'(&
$?.+/:$'0 &
-/$)"0-)%&"'(&
)$#"0$(&1;=3;56&

7.%+'$%%8&
9+'"',$&"'(&
"(:+'+%0)"0+-'&
-,,./"0+-'%&
1;23256&

C"'.9",0.)+'D&
"'(&.0+#+0+$%&
1;;3;56 &
&&

E(.,"0+-'8&#"F&
"'(&%-,+"#8&
,-::.'+0G&"'(&
D-*$)':$'0&
%$)*+,$%&1I3<56&

:;$"-2*-95%5-#$%')#'-)*
!
4&18-3"/&./!D$+%$$.!/"+$/!.$$)!+&!D$!1-)$!%"+,!6-'+"&.!/".6$!".!/&1$!/"+$/!/+-00!-3$!8-3+R+"1$!
&3!+-*$!-!3$)'6$)!6-/$(&-)!D$6-'/$!&0!/8$6"-("?$)!3&($/!E/$$!@-D($!i H;!@,$!/"?$!&0!+,$!83&23-1!
:-3"$)!%")$(<!03&1!/"+$!+&!/"+$;!@,'/!+, $!'(+"1-+$!6-/$(&-)!%-/!3$(-+$)!+&!%,$+,$3!/+-00!%$3$!0'((!
&3!8-3+!+"1$!-.)j&3!+&&*!&.!/8$6"-("?$)!3&($/;!G+!-(/&!D$6-1$!6($-3!".!)"/6'//"&./!%"+,!/+-00!+,-+!
0"($/!%$3$!6(&/$)!-+!)"00$3$.+!+"1$!8&".+/!".!+,$!)"00$3$.+!/"+$/7!1-*".2!6&18-3"/&./!&0!-:$3-2$!
6-/$(&-)/!1"/($-)".27!-.)!( $-)".2!+&!+,$!0".)".2!+,-+!6-/$(&-)/!3-.2$)!03&1!h!+&!ib7!-.)!6("$.+/!
8$3!6-/$%&3*$3!3-.2$)!03&1!=a!+&!^_9;!C(+,&'2,!6-33<".2!6("$.+/!0&3!-.!$P+$.)$)!8$3"&)!&0!+"1$!
.$$)/!+&!D$!+-*$.!".+&!-66&'.+7!/+-00!6&.0"31$)!+,-+!6("$.+!.$$)/!+$.)$)!+&!D$!1&/+!".+$./$!".!+,$!
0"3/+!<$-3;!@,'/7!".!@-D($!i!"+!"/!+,$!.'1D$3!&0!.$%!E$.3&(($)H!6-/$/!-.)!6("$.+/!8$3!6-/$%&3*$3!
+,-+!-3$!)"/8(-<$)7!+&!2$+!-!/$./$!&0!+,$!)"/+3"D'+"&.!&0!6("$.+/!-63&//!/"+$/;!

-(./", Q1,9()(,38$%,2-S,3$8,@$EU,0O)4D,=V0L,W,@$E,0O)4D,=V0X,
?*)",, Y#)*E",

5/*"&)+,
Y#)*E",
5(+"+,

@<%."8,
$3,

5(+" ,
P$8>"8+,

?;"#*(/*Z"
',8$/"+,

@<%."8,
$3,@"F,
5/*"&)+[,

5(+",
P$8>"8,

@<%."8,
$3,@"F,
5(+"+[,
5(+",

P$8>"8,
\(%*/)$& , !"# $ %%#$ &$ '() $ *! $ +,$

]*)#4"&"8 , &%-$ +**$ , $ '() $ .# $ -, $

J$&'$& , -+-%$ #+%$ ! $ '() $ *#$ ++$

S))(F( , -"-, $ #%%$ -" $ '() $ .%$ +%$

-$8$&)$, -%%&$ *#" $ -%$ '() $ #&$ +%$

P*&'+$8, ! !%$ %"*$ *$ /0 $ !# $ +&$

, $ $ $ $ $ $

5(/A(8I , *"* $ +#"$ +"$ '() $ %"$ -+$

G8"'"8*#)$&, +%#$ &%$ #$ '() $ %*$ -%$

\(/*3(: , &.! $ +!+$ -+$ '() $ %*$ -+$

^$&#)$&, -,+ $ .# $ , $ '() $ -. $ . $

!"A*&( , -!- $ .# $ *$ '() $ +*$ &$

?(+>()$$&, %%&$ -"! $ #$ '()1$234$566$7/$
)58($

)9(:7567;5470/$

#%$ -+$

?)U,_$4&`+, +#&$ !&$ -" $ '() $ -%$ *$

-4<&'"8,a(I , -*- $ &"$ *$ '()1$7/$4<(0='1$
234$/01$/04$7/$

9=5:47:($

-! $ -" $



!
!
=b!

78'$"#*-95%5-#$%')#'-)*
4("$.+!83&0"($/!)"00$3$)!%")$(<!D<!/"+$;!@-D($!a!)&6'1$.+/!%,-+!8$36$.+-2$!&0!6("$.+/!".!$-6,!/"+$!
0-((!".+&!6-+$2&3"$/!+,-+!1-*$!+,$1!:'(.$3-D($!0&3!D$".2!")$.+"0"$)!-/!,"2,!.$$)/;! !

-(./", R1,?$%",>"I,#(+",(&',#/*"&),#4(8(#)"8*+)*#+D,.I,+*)"D,Y;8*/,=V0L,)$,^(8#4,=V0X,
?*)",, b,#(+"+,

F*)4,Rc,
#/*"&)+,

b,
+*&A/",
#(+"+,

b,&"F,
#(+"+,<&'"8,

0=,I8+,

b,#(+"+,
38$%,

8"3<A"",
#(%;+,

b,#/*"&)+,
F*)4,d,00,
I"(8+,$3,

"'<#()*$& ,

b,#/*"& )+,&$,
$8,%*&*%(/,

2&A/*+4[,
G8"&#4,

Hamilton -- $ #*$ %#$ -! $ *- $ &.>&#$

Kitchener *$ #! $ %"$ +&$ ,. $ &%>!&$

London -" $ .* $ %.$ -"" $ .. $ !#>-"" $

Ottawa . $ *+$ %-$ ! $ .&$ ,">,! $

Toronto %$ .! $ +!$ *$ - $ &->!,$

Windsor -+$ .%$ #+$ %+$ &"$ &">!.$

 $ $ $ $ $ $

Calgary -+$ #. $ %,$ +"$ .# $ !.>-"" !

Fredericton -" $ #"$ %,$ %,$ ,%$ ,.>,. $

Halifax &$ #. $ %%$ -* $ -, $ *&>!%$

Moncton -" $ +%$ #"$ +!$ -!?$ .,>&. $

Regina +"$ .%$ ##$ ,# $ *, $ &.>-"" $

Saskatoon &$ #*$ +!$ -, $ ,%$ />5$

St. John's ! $ #. $ ##$ %&$ %*$ !">-"" $

Thunder 
Bay 

*$ *. $ %+$ +.$ ,- $ &#>-""$

!
456./7"+/1#'A!5&1$!.$$)/!6-.!D$!-.+"6"8-+$)!03&1!/&6"&)$1&23-8,"6!6,-3-6+$3"/+"6/7!%"+,!6$3+-".!!

6,-3-6+$3"/+"6/!1-*".2!6("$.+/!1&3$!:'(.$3-D($!+&!/8$6"0"6!/$++($1$.+!6,-(($.2$/!E$;2;7!(-32$3!
0-1"("$/!0-6".2!6,-(($.2$/!%"+,!,&'/".2H;!@,$!*".)/!-.)!.'1D$3!&0!(-.2'-2$!6(-//$/!%"((!)$8$.)!
&.!+,$!$)' 6-+"&.!-.)!(-.2'-2$!-D"("+<!&0!+,$!6("$.+/!-.)!+,$!.'1D$3!&0!<&'.2!6,"()3$.!".!-!0-1"(<!
%"((!)$+$31".$!.$$)/!0&3!6,"()6-3$!0&3!(-.2'-2$!6(-//$/;!G18&3+-.+(<7!+,$/$!6,-3-6+$3"/+"6/!-3$!.&+!
".,$3$.+(<!,"2,!.$$)/!D'+!3-+,$3!"+!"/!+,$!0"+!D$+%$$.!6("$.+!6,-3-6+$3"/+"6/!-.)!+,$!/$3:"6$/7!
/'88&3+/!-.)!&88&3+'."+"$/!-:-"(-D($!".!/8$6"0"6!/"+$/!+,-+!)$+$31".$!+,$!".+$./"+<!&0!6,-(($.2$/!
-.)!/&!+,$/$!1'/+!D$!3$-)!-2-"./+!6&.+$P+'-(!:-3"-D($/!/'6,!-/!-:-"(-D"("+<!&0!".+$383$+-+"&.!
/$3:"6$/7!,&'/".27!83&P"1"+<!+&!/$3:"6$/!E-.)!+,'/!+3-./8&3+-+"&.!-:-"(-D"("+<H!-.)!$18(&<1$.+!
&88&3+'."+"$/;!!
!
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 Calgary  Frederict

on  
Halifax Moncton Regina  Saskatoo

n 
St. 
John’s 

Thunder 
Bay  

RAP and 
CSS are 
different 
workers  

AW&& XE!&Q.0&
%-:$&
%0"99&(-&
Q-0L&&

AW& XE! & XE!&Q.0&
0$":&
+',#.($%&
Q-0L&
&

XE! & AW& AW&

Mobility XE! & XE! & XE! & XE! & AW& XE! & XE! & XE! &
Follow 
up 

XE! & XE! & XE! & XE! & AW& XE! & XE! & XE! &

Contact 
btw 
clients 
and case 
workers 

Y+)$,0& Y+)$,0Z&
W90$'&
"90$)&
L-.)%&

Y+)$,0Z&
N$'0)"#&
,"##&
%$)*+,$%&
9-)&"90$)&
L-.)%&

Y+)$,0&& W'#G&
0L)-.DL&
,$'0)"#&
,"##&
,$'0)$&

Y+)$,0& Y+)$,0& Y+)$,0&
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@&:-'0L%&
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:-'0L%&
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;2&
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g clients’ 
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needs 
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-)&
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,--)(+'"0
-)&
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,--)(+'"0
-)&
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1[\>K6 &

K$"#0L&
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-)&
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-)&
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63&//!+,$/$!D&'.)-3"$/!6($-3(<!-//"2.$)!+&!8-3+"6'(-3!%&3*$3/!%,&!1"2,+!%&3*!-63&//!D&+,7!
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-:-"(-D($;!S3$f'$.6<!&0!-66&18-."1$.+!-.)!,&1$!:"/"+/!:-3"$)!D<!/"+$;!!
!
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!
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&0!+,$!6-/$!%&3*$3I!6("$.+/!)")!.&+!/$$1!+&!1".)!%,&!%-/!)&".2!+,$!0&((&%!'8!$:$.!+,&'2,!+,$<!
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'\+'!/==T2,<"-,/2'=5-@/C3'V,-@'<#,52-3'
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A number of recommendations emerged from this evaluation. They are grouped by theme, 
below, with their original numbering so that they can be identified in the main body of the text. 
 
Strengthen the collaboration between CSS and RAP programs and staff 
 

Recommendation 1: Connecting with clients while they are in RAP benefits both clients 
and CSS staff. CSS staff can more easily anticipate and identify client needs and the 
transition for clients is smoother because they already have a relationship with their case 
worker. 

 
Recommendation 2: Where possible, have RAP and CSS under shared management to 
facilitate coordination and sharing of professional development. 
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Recommendation 3: Where possible, have staff who specialize in life skills and housing 
who can work across RAP and CSS time frames to facilitate housing issues and 
additional life skills support, where needed. 
 

Support the CSS program through collaboration with settlement workers 
 

Recommendation 7:  Consider using follow-ups by other staff as part of the transition 
out of CSS to regular settlement support. 
 
Recommendation 9: The support available in CSS can be extended by having other 
settlement workers who can answer calls after hours through a centralized line, and/or 
manage drop in for more immediate and straightforward concerns 

 
Recommendation 13: Where possible, clients should be introduced to settlement staff 
early in CSS and ideally be assigned to a specific settlement worker. While settlement 
tasks could be shared, the assigned settlement worker would ensure continuity and 
coordination. 

 
Ensure resources are in place to support mobile services 
 

Recommendation 4: Both accompaniment and home visits by CSS staff should be 
invested in and supported as fully as possible in all sites. This includes acknowledging 
the costs and time required to provide these services as clients move further from city 
centres.  

 
Recommendation 6: Maintain and support follow-ups for clients in all CSS programs 
 
Recommendation 8: Centralized call lines can be effective to manage phone 
communication between clients and staff if clients are assured rapid follow up within a 
given time period. 
 
Recommendation 10: The use of WhatsApp facilitates the sharing of documents and 
information and should be supported, where possible 
 
Recommendation 11: Although this is beyond the control of CSS, successful 
implementation of CSS requires ensuring staff positions are allocated as a function of 
both the number and complexity of clients, with particular awareness of health needs. 
 
Recommendation 12: Consider including a guided discussion of what aspects of CSS 
can be transitioned out in the next 3 months at each needs assessment, based on client 
strengths and needs.  

 
Provide additional support for professional development  
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Recommendation 15: Provide additional training and a reduced caseload to staff 
supporting clients with complex health care needs, to give them the time and resources 
needed to build new community partners in the specific needs of the clients, search for 
needed resources and navigate complex health care systems.   
 
Recommendation 17: Provide training to support enhanced interview skills to strengthen 
the opportunities needs assessments provide for uncovering additional concerns and for 
client self-reflection on their progress. 
 
Recommendation 21: Add additional and on-going anti-racism and anti-oppression 
training to support staff in both their own professional development and in their work 
with staff in other agencies and sectors and the community more broadly 
 
Recommendation 25: Consider finding ways of supporting regular local short retreats 
for more face to face training, to provide some protected time for staff away from the 
agency where they can focus on training but also social bonding and mutual support. 
 
Recommendation 31: Ensure trainings (both on-line and in person) and presentations at 
the AGM include diverse instructors and presenters with a range of backgrounds, 
including those with forced migration histories.   
 

Enhance the interactive elements of on-line training and resources 
 
Recommendation 26: Increase opportunities for interaction and hands-on activities 
during webinars. 
 
Recommendation 27: Set aside time for staff to participate in webinar training during 
working hours. Consider creating small local group training sessions with webinars so 
that staff can interact with one another while participating in the webinars and structure 
webinars to make that kind of use of the webinar possible 
 
Recommendation 28: Strengthen interactive elements of the Moodle site to allow more 
between site interactions 
 
 

Enhance opportunities for staff social support 
 

Recommendation 5: If possible, provide central office space for staff to gather in and 
interact with one another.  

 
Recommendation 20: Build in opportunities, both in terms of time and space, for staff to 
debrief and find support on a regular basis to avoid burnout. 
 

Improve technological support  for  data entry 
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Recommendation 14: Allow a simple method for logging extra visits and/or activities 
for returning clients. 

 
Recommendation 16: Support strengthening technological support for needs 
assessments, including better centralized computer systems that host the program and 
autopopulation from previously completed needs assessments. 

 
Recommendation 19: If possible, explore technological solutions to data entry using 
mobile technology, especially if they can interface with existing case management tools. 

 
Facilitate data reporting 
 

Recommendation 18: Providing data entry support will facilitate accurate and complete 
ETO reporting.  
 
Recommendation 23: Consider using narrative or storytelling methods to document 
activities and impact in the area of capacity building. 

 
Continue building and utilizing community capacity building and partnerships 
 

Recommendation 22: Consider exploring the development of a centralized pool of 
experts for consultation on topics identified by staff, above and beyond regular 
professional development training 

 
Recommendation 24: Capacity building should continue the ongoing efforts to identify 
and communicate skill gaps in other sectors, and identify and share creative ways of 
supporting other sectors to better serve this segment of the community. 

 
Continue and enhance community of practice activities 
 

Recommendation 29: Smaller meetings of managers may need to be organized, 
especially if the number of participating sites increases. If subgroups are organized, they 
should be organized on thematic or contextual issues that are national, rather than 
regional so as to include a mix of original and new sites. 

 
Recommendation 30: At the AGM, create more structured opportunities for social 
networking between sites. Reduce the amount of content to increase opportunities for 
social interaction and time to debrief about material presented. 

 
Recommendation 32: Maintain the current mentorship model. Consider offering 
opportunities for site visits to other sites to enhance staff exposure to other solutions and 
modes of implementation if there is capacity to do so. 
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!
!
9^!

+,$/$!-6+":"+"$/7!D'+!+,$!455!G.+$./":$!4-/$!B-.-2$3/!1$$+!%"+,!+,$!455!6("."6-(!
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¥! Phone and social media: The ETO data shows that the staff primarily relies on phone to 
communicate with the client. Staff can receive messages from clients. 

¥! Office visits: Clients can drop in to one of two dedicated offices to meet with CSS staff.  
¥! Home visits: The staff reported visiting the clients, as needed and ETO shows that these 

visits are relatively frequent. 
 
@""'+,(++"++%"&)+,,
The staff noted doing the needs assessment and found them useful, although some questions 
were sometimes not relevant. 4,"()3$.!.$$)!+&!D$!3$1&:$)!03&1!.$$)/!-//$//1$.+/7!%,"6,!"/!
)"00"6'(+;!@,$!-//$//1$.+!"/!+"1$!6&./'1".2!-.)!+,$!+$6,.&(&2<!6-.!D$!03'/+3-+".2!-/!+,$!3$f'"3$)!
/$3:$3!6-.!D$!83&D($1-+"6;! 
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The staff meet once every other week in one of the three boardrooms at the main office. These 
rooms are also used for case conferencing, and clinical supervision. Consultations and 
information are also done by e-mail. There are two dedicated offices for CSS staff for drop in but 
dedicated individual offices.   
 
2-S, ,
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!
Y##$%;(&*%"&),
The staff report relatively frequent accompaniment in the ETO, and describe accompanying 
clients to a variety of services and medical appointments to ensure access.  
 
^"(&+, $3,#$&)(#),F*)4,#/*"&)+,

¥! Phone and social media: The staff report frequent communication with the clients over 
the phone and note that clients can phone them directly. Phone accounts for 21% of the 
contact reported. Staff report that despite clear discussions about boundaries, clients often 
call for assistance after hours and that turning the phone off is challenging.  @,$!/+-00!)&!
%&3*!&.!6($-3(<!/$++".2!D&'.)-3"$/ !-.)!$P8$6+-+"&./!%"+,!+,$!6("$.+!D<!$P8(-".".2!+,$"3!
3&($/7!%&3*".2!,&'3/!-.)!W&D!+-/*/!-+!+,$!".+-*$!-.)!3$8$-+".2!+,"/!".0&31-+"&.!%,$.!
.$$)$) 7!D'+!"+!6-.!D$!)"00"6'(+!+&!1-".+-".!-.)!$/8$6"-((<!0&3!+,&/$!%"+,!,"2,$3!.$$)/!-.)!
%,&!)&!.&+!,-:$!-!%")$3!/'88&3+!.$+%&3*!+,3&'2,!0-1"(<!&3!03"$.)/!"."+"-((<;! 

¥! Office visits: Staff note that the office stays open all day and so it is difficult to find time 
for data entry.  The ETO data shows that meeting the clients at the office makes up 26% 
of the staff contact with clients.  

¥! Home visits: Home visits are frequent in the ETO activities list, and the ETO data 
indicates that 12% of the staff contact with clients is home visits.  

 
@""'+,(++"++%"&)+,
The staff report doing all four needs assessments but had no comments on the process. However, 
the manager later noted that many barriers exist to maintaining that timeframe and suggests a 
better system of scheduling is being developed to ensure that at least three assessments are 
completed, plus an exit interview.  
 
-"(%,%"")*&A+,
Meeting for case conferencing was frequent, as noted in the ETO, as is collaboration in the team, 
as noted in the focus group. The frequency of formal team meetings was not mentioned 
 
2-S ,
The agency also has its own data base. Staff struggled with the amount of time that the data entry 
process into ETO consumes, and balancing that with data integrity and being present for the 
client. There were concerns that some of their work is not captured by the program and that they 
could not directly customize individual reports for their site. Some issues around transferring 
data between case managers, the time spent troubleshooting were also noted.   
 
2:*)*&A,5??,
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F:$3!+,$!<$-3/7!455!,-/!6&((-D&3-+$)!-.)!D'"(+!8-3+.$3/,"8/!%"+,!-!%")$!:-3"$+<!&0!/$3:"6$!
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CSS staff engage in a relatively high proportion of accompaniment. Youth workers in particular 
accompany clients, particularly if the client is not going with a referral. 
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¥! Office visits: Clients come in to meet staff in the office, and come in for workshops. Staff 
note that as clients move further away in order to access affordable housing, it is harder 
for them to come in. Meeting at the agency accounts for 19% of the contact methods.  

¥! Home visits: The staff report having a minimum of 4 required visits, and up to 5 or 6, but 
will do more as needed. Home visits add up to 18% of the client staff daily interactions.  
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It was not explicitly discussed, however the staff reported that their role includes assessment, 
whereas the settlement workers role does not. The assessments coincide with the minimum 4 
home visits. 
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Windsor is a small city of just over 200,000 people, with 3.1% recent immigrants and very few 
residents reporting speaking only French (0.2%). The low rate of immigration may make finding 
culturally and linguistically appropriate services challenging. The median income is relatively 
low compared to other sites, at $58,679 in 2015, as is the cost of a one-bedroom apartment at 
$786 per month. The cost of living should therefore be somewhat more affordable than in other 
sites. Vacancy rates are relatively low, however, at 2.5%, making housing potentially 
problematic. Approximately one quarter of the employment in Windsor is in the Sales and 
Service sector (25.3%), with Trades (14.1%), Administration (12.2%), Manufacturing (11.1%), 
and Education or Government (9.7%) somewhat lower. The relatively high prevalence of Trades 
and Manufacturing suggest the opportunity for employment in skilled manual and unskilled 
factory work. There are 6 different IRCC funded agencies in Windsor, including a francophone 
settlement agency. 
,
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The MCC has been in the community since 1973. In 1980, the MCC received provincial funding 
to deliver settlement programs including providing information to new Canadians. Settlement 
related services offered in MCC are the After School Program (funded by the United 
Way/Centraide Windsor-Essex County), Community Connections Programs, employment 
services, services for PSRs, RAP services, O2O (Orientation to Ontario), NSP (Newcomer 
Settlement Program), CSS, support groups, orientation and LINC. 
 
The agency has a nurse practitioner that offers clinical services. MCC also has a clinic on site, 
the VON Victorian Order of Nurses (VON) immigration health clinic. The clinic was established 
in partnership between the agency and the VON, as a response to the Syrian resettlement 
initiative. The clinic and the MCC nurse practitioner provide health care services with 
multilingual nursing staff; they also offer mental health counseling. MCC also has a large 
language services department that offers interpretation services for individuals, communities, 
organizations, and businesses in the region.  
 
5/*"&)+,
Between November 15th 2018 and November 15th, 2019, Windsor had 306 active cases and 993 
clients. Of these, 171 were new cases and 567 were new clients. Windsor had a relatively high 
rate of large families in 2019 (12% with 7 family members or more) but 53% were single cases. 
Not surprisingly, given the large case sizes, their cases include a large number of young children. 
Windsor has the highest rate of low education, with 80% of their clients having less than 11 
years of education and 80% reporting minimal or no English on arrival, suggesting both a high 
need for interpretation support and challenges around learning a new language because of issues 
of literacy. The challenge of low literacy and low English language skills would also translate 
into needing more support navigating services. Relatively few of the clients in 2019 came from 
refugee camps (32%), which would reflect their primary countries of origin, which are Syria, 
Iraq, Somalia, Democratic Republic of Congo and Afghanistan. The top needs of their clients at 
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first assessment in that year were community services, life skills, health, immigration and 
government services and housing. Both the manager and the staff note that the current clients 
have more intense physical health needs than in the past. 
!
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Windsor is one of the original CSS sites, and has been delivering the program since 2007, when 
it started!as a pilot program together with the other sites in Ontario. RAP and CSS are under the 
same management umbrella. CSS staff are cross-trained for RAP assessments and RAP is cross-
trained for CSS assessments, which the local IRCC officer recognizes and supports. The 
manager stressed the importance of the team approach and communication between the teams. 
There are 5 full-time case managers who have been working with the agency for 3 to 18 years; 
several of the staff have been with CSS since its inception, or shortly thereafter. CSS also 
recently received clerical support, which allows staff to focus more on delivering services and 
less time on administration, while still reporting on the outcomes.  
 
!Y7,)$,5??, ,

¥! Initial arrival: Clients are assigned a RAP worker, CSS case manager and settlement 
worker on arrival. Clients are met by a RAP worker at the airport. As soon as the 
organization receives the Notice of Arrival, a medical plan is formulated between CSS, 
RAP and the nurse practitioner.  

¥! During RAP: A medical practitioner may go to the hotel to do the preliminary health 
assessment during the RAP period for urgent cases. CSS staff first meet the clients the 
next day when RAP and CSS do a joint assessment of needs. CSS continues to have 
access to the RAP assessment and the manager emphasised the importance of the 
collaboration and communication between RAP and CSS in these early days. The clients 
receive their first RAP orientation the next day after the RAP assessment. In some cases, 
CSS case managers deliver RAP orientation in collaboration with RAP case managers 
using the O2O platform to deliver as much information as possible. This approach has 
been successful for high needs cases. CSS also connects the clients with language 
interpreters, depending on their needs, and check on the clients. During the Syrian 
initiative, the settlement workers did more of the RAP work and, as a result, relationships 
between CSS and settlement workers became stronger. Clients exit RAP and transition to 
CSS when they move out of the hotel into permanent housing. 

¥! After RAP and in CSS: On exiting RAP, clients transition to the settlement worker and 
CSS case manager. Settlement workers speak multiple languages and may be assigned on 
that basis. CSS refers clients to other services that can help as well as ensure that the 
clients can access foodbank, reduced bus pass and other services available in the 
community.  Families with children are referred to the 2 agencies that manage SWIS but 
if there are problems in school, the case manager will deal directly with SWIS and the 
staff at the school if needed. Higher education is rarely an issue that arises during CSS 
but settlement workers are responsible for higher education orientation group sessions 
and the clients can be referred to a university and a college. The staff noted that 
employment referrals are less of a priority during CSS, in part because RAP funding is 
clawed back, which has been reported as discouraging clients from disclosing 
employment earnings, but those who are employment-ready get attention in this domain. 
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CSS case managers work closely with clients interested in joining the workforce to assist 
them in finding a job in the community. 

¥! According to ETO data for November 15th, 2018 to November 15th, 2019, Windsor 
spends approximately equal amounts of time on accompanying clients, case 
conferencing, home visits and medical visits, for those clients who receive these services. 
In-community visits are somewhat less frequent. The highest proportion of health-related 
activities in 2019 were spent on support in navigating health services and follow up on 
referrals.  
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All staff are general case managers, with no specialized roles, although they had some in the 
past. However, some CSS case managers are trained and accredited to facilitate special sessions, 
such as parenting sessions under the Triple P umbrella of programs, Gender Based Violence 
sessions, and O2O Orientation to Ontario sessions 
 
Y##$%;(&*%"&),
CSS case managers report accompanying clients to their referrals and to medical appointments, 
especially to hospitals, as a means of reducing high levels of concern about reaching medical 
appointments and thus supporting mental health and well-being. This is particularly true for new 
arrivals. CSS staff also teach clients how to find the address and ask for assistance so that they 
can travel on their own, as a form of life skills training.  
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¥! Phone and social media: The Clients can contact the staff by phone through the MCC 
reception. This activity adds up to 55% of their daily client interactions, according to 
ETO data, with another 12% over e-mail.  

¥! Office visits: The staff serve walk-in clients depending on their availability. Clients are 
also encouraged to make appointments. Meeting at the agency makes up 23% of the daily 
interactions with clients.  

¥! Home visits: Staff report doing home visits as needed and for needs assessments, Home 
visits account for 7% of the staff contact with clients, according to ETO.  
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Staff report doing all four needs assessments.  
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Staff work from the same office. There are regular biweekly CSS team meetings chaired by the 
CSS Lead and attended by the Settlement & Integration Manager where they discuss agency and 
programs updates as well as client cases, as needed. There is an emphasis on teamwork and 
collaboration, both within the team and between RAP and CSS.  
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Staff are entering data into two data bases. They have been using ETO since the beginning and 
have seen it evolve and are very positive about the changes; they state that ETO helps them do 
their job. However, they do note that front line workers have to prioritize providing services to 
their clients and so although they try to enter everything, they can miss things, and that there are 
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still some categories that do not quite fit. However, YMCA has always been responsive to 
feedback and the tool continues to be changed based on feedback. ICare data is uploaded directly 
from ETO. 
 
2:*)*&A,5??,
According to ETO data for 2019, 47% of cases go beyond 365 days, but the average length of 
time cases were active in that year was shorter than 365, suggesting both that several cases exited 
early and that those who stayed did not stay for long beyond the 12 month period. Case managers 
state that they extend cases beyond 12 months if they need more support to transition, often one 
month but up to 18 months. The case can be left open because they cannot document activities 
once the case is closed on ETO. At assessment 4, clients are prepared for the transition out of 
CSS. They are given a list of where they can access services and there is a presentation organized 
with a guest speaker from Ontario Works so they understand how to apply for financial support. 
The clients are also informed about the attendance time for LINC and the tasks of the settlement 
workers. They also start the application for ODSP if needed. The settlement worker they are 
assigned to was introduced during the RAP period so the clients are familiar with their settlement 
worker. The clients still come to see CSS staff for forms and IFH related issues after they have 
exited.  
!
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MCC has been actively involved in capacity building in Windsor and report that they were able 
to quickly organize, coordinate and leverage resources during the Syrian Resettlement Initiative 
because of the relationships and capacity that had been built over the years. Staff report good 
relationships with service providers in general and being able to access the service providers the 
clients need quickly, in most cases. 
 
There is a very active Local Integration Partnership (LIP) and MCC sits at that table.  When 
there were large numbers of referrals, the agencies collaborated to develop a detailed plan of who 
does what. MCC identified referral pathways and a circle of care for clients. MCC still provides 
presentations to agencies to clarify the role of CSS, either to agencies collectively or to 
individual agencies, as needed. Although MCC does not work closely with the education boards, 
it does have representation on school boards and does provide consultation. The CSS program 
relies on the resources in the community and so has good relationships with the agencies that 
support SWIS. 
 
On-site medical services are now available because of the partnership with the Victorian Order 
of Nurses. MCC has built relationships with health care providers so that it is now much easier to 
get IFH accepted by pharmacies, doctors, and specialists. Hospitals can still require staff to 
intervene and advocate on their clientsÕ behalf although with the patient advocate in place now, 
they are now better and using the language line and providing more education to the hospital 
staff.  
 
MCC also organizes events for the community; for example, they also organize the Carousel of 
Nations event which they are now known for and is one of the top 100 festivals in Ontario. 
Windsor has been recognized as one of the top 3 most welcoming communities in Ontario 
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doesnÕt change with increases in the number of clients, although RAP does so there can be some 
flexibility in responding to changing client numbers with this model. @,$!/,-3$)!'/$!&0!
-//$//1$.+/!-.) !+$-1!-883&-6,!D$+%$$.!JCL7!455!-.)!/$++($1$.+!)'3".2!$-3(<!-//$//1$.+!
0-6"("+-+$/!8(-..".2!-.)!+3-./"+"&.".2!03&1!83&23-1!+&!83&23-1;!
!
54(//"&A"+,
The CSS staff note that although there are challenges in getting the assigned Interim Federal 
Health Plan (IFH) numbers for their clients.  There are long waiting lists for clients with mental 
health needs, and most specialized services are available in London.  There is limited funding for 
transportation because this is included in RAP funding; clients are provided bus tickets to attend 
psychotherapy and buses are rented for outings to help deal with this. There are housing 
challenges, and the staff is facing some issues reporting them through ETO. There are strong 
community groups for some ethnic communities, who organize themselves to advocate for their 
members, but the groups are not necessarily cohesive, so identifying all of the appropriate 
leaders can be a challenge. 
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Staff identified a number of inputs that would assist in program delivery. They identified needs 
for youth and suggested a youth worker as well as specialized case managers in education, 
employment and health. They also identified a need around interpretation for drop-in requests, 
although settlement workers speak several languages and can assist. They noted that the financial 
support for high needs clients is inadequate because of the time it takes to provide services to 
them, and more support for in-community and home visits would be helpful. The manager noted 
the benefit that would come of having flexibility in budget and specifically interpretation funds.  
! !
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