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Progress on Planned Activities 
 
For each activity indicated in Schedule 1, please identify whether targets are being met 
based on planned outputs for the reporting period. 
 
General Guidelines: 
 

• If there are multiple activities under a single program component, please 
complete separate responses for each activity, to match the contribution 
agreement (CA). 
 

• All information included in this report should be specific to the reporting period 
referenced. 
 

• It is not necessary to provide numerical responses. This is an opportunity to 
provide context to data that is already being collected in iCARE.  

 
• There are suggestions and recommendations for the type of information to be 

provided in each section, but it is normal that details will vary based on activity, 
program or circumstances. Please review any questions with your program 
officer. 
 

• This report is meant to capture progress on activities and provide organizational 
updates to inform regular communication with your program officer. Please 
ensure that your program officer is notified of time-sensitive issues as they occur. 
 

• The narrative report is for the program officer’s reference. It is advised that focus 
be placed on deliverables that are directly tied to the CA, and solutions that can 
be addressed with the program officer as part of the CA. Broader issues relevant 
to the entire fiscal year should be identified on the Annual Project Performance 
Report (APPR), which is reviewed by both the program officer and the Settlement 
and Integration Policy (SIP) branch of the Department. 
 
Please note that you should still identify broader issues to your program officer 
as part of regular communication, but it is not necessary to do so formally on the 
narrative report. 
 

• This report should not reiterate activities that are already outlined and understood 
to take place as part of the CA. Responses can be short and simple if activities 
are running as expected and targets are being met. 
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INDIRECT ACTIVITIES 
 
Activity # 1: Service Standards and Guidelines 
 
The National Coordination Team at YMCA of Greater Toronto is mandated to ensure the 
standardization of the CSS program across all 20 Sites including developing and updating 
service standards, policies and guidelines in consultation with national partners.  
 
Service standards, policies and guidelines:  
 
Standard tools development is facilitated by the National Coordination Team and is 
essential in supporting CSS staff in better serving GAR clients. It is also a key factor in 
ensuring CSS standards across the country.  
 
These tools are developed collaboratively across the National Program Network through 
staff consultations and review processes.  
 
During the reporting period, the following guidelines were created/updated:  
 
 

a. New Staff Orientation to Intensive Case Management 
 
The New Staff Orientation to Intensive Case Management was updated to incorporate 
the feedback received from Sites which enhanced the flow and clarity of its content. CSS 
network partners requested for more details on understanding the difference between two 
forms of client centered documents particularly, the Needs Assessment Matrix (NAM) and 
Settlement Plan. In response, there are now two new sections in the training, one 
dedicated to each of these documents.   
 
 

b. Training on File Documentation 
 
This training has been repeatedly requested by Sites over the fiscal year and was updated 
to reflect the hybrid-method of service delivery and digital documentation methods that 
are being used across all Sites.  
 
 

c. Training Workbook on Motivational Interviewing 
 
The CSS National Coordination Team and staff from Catholic Social Services, Edmonton 
collaboratively developed the content of “Motivational Interviewing” training along with a 
workbook for participants to reference during and after the session.  
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The purpose of the workbook is to equip Caseworkers with the techniques to engage, 
inspire and foster trust with their clients in order to facilitate their integration journey in 
Canada.  
 
 

d. Translation of requested documents 
 
The National Coordination Team received a request from a Site to have the COVID-19 
Community Health Screening Form for clients translated into multiple languages 
including, Arabic, Dari, Somali, Swahili, Kirundi, Tigrinya and Burmese.  
 
These documents have been translated and made available to all Sites and; can also be 
accessed on CSS Learning Management System, Moodle. 
 

 
Administrative and coordination support to existing program sites: 
 
The activities delivered by the National Coordination Team at the YMCA of Greater 
Toronto aim to support CSS Sites in the delivery of direct services to GARs.  
 
During this reporting period (October 2021- March 2022), the National Coordination Team 
continued to focus on providing program delivery, support, and training to CSS Sites 
across the country. The National Coordinator also delivered webinar trainings to many 
CSS staff across the country. 
 
Implemented Service Agreements with 1 new national partner:  
 
Maintaining partnerships with CSS Service Providing Organizations (SPOs) in Canada is 
mutually beneficial for YMCA of Greater Toronto in its capacity as the CSS National 
Coordination Team and the 20 SPOs.  
 
The Service Agreement that is signed between the two parties provides a framework of 
the main roles, obligations and responsibilities with the intent to present the deliverables 
that are critical for the partnership to succeed to the funder, IRCC. 
  
During the reporting period, the CSS network expanded to include an additional site under 
the National GAR Case Management Coordination Project: Saamis Immigration Services 
Association, Medicine Hat, Alberta. The new agency has been eager to develop 
collaborative relationships with the CSS network which will complement the growth of 
information, sharing of best practices and outreach especially with their perspective as a 
smaller, rural center for settlement. 
 
The network has expanded exponentially over the past few years and the CSS program 
is now being implemented in 20 Sites across Canada. The growth of the CSS Network 
ensures delivery of standardized case management services to additional GARs and 
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other vulnerable newcomers across Canada during their 12-24 months post-arrival in 
Canada.  
 
Provided administrative and coordination support to existing program sites 
 
During the reporting period, the National Coordination Team continued to provide 
administrative and coordination support to existing program Sites.  
 
The National Coordination Team hosted a Steering Committee Meeting on December 10. 
The purpose of the meeting was to encourage cross-learning and sharing of best practices 
with a special focus on: 
 

- New challenges that Sites are facing relating to serving Afghan GARs with lack of 
documentation  

- Identifying possible solutions, strategies and best practices to help ease the process 
and optimize results 

 
Staff Connections Meeting 
 
CSS National Coordination Team hosted a Staff Connections Meeting on November 5, 
where 84 CSS staff members came together for some exciting panel discussions and fun 
games. The purpose of the meeting was to help the network members combat the health 
impacts of social isolation during the pandemic and foster social connections among the 
network.  
 
Agenda: 
 

o Introduction and land acknowledgement 
o Fun Activity: Scavenger Hunt 
o Panel Discussion 1: Interesting Interpretation Stories 
o Panel Discussion 2: Humorous work from home stories and one thing you will miss 

about the pandemic when it’s over 
o Fun Activity: Riddles 

 
The meeting ended with the two-question evaluation survey where majority of the 
participants indicated that they thoroughly enjoyed the event and it was a much needed 
break from their routine work.  
 
Mentorship Initiative 
 
The Client Support Services (CSS) Mentorship Initiative was piloted in 2019-2020 with a 
goal to bring all CSS Sites closer to a similar level of implementation of the CSS model.  
With the program expanding from provincial to a national program in 2017, this initiative 
allowed long time CSS partner sites to mentor new sites in effectively implementing 
aspects of the CSS model, and provide best practice advice based on experience with 
the approach. The pilot was deemed successful based on the satisfaction of all involved, 
with sites especially appreciating greater opportunities for connection and information 
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sharing. Based on this outcome, the mentorship initiative was continued in the 2021-2022 
fiscal year, with sites joining the CSS network assigned a mentor. 
 
Though the COVID-19 context continues to impact our ability to model the initiative to 
include in person opportunities for mentorship, the program has still been successful in a 
variety of other ways: fostering cross-agency learning, supporting new CSS sites in the 
implementation process, and building a more cohesive, involved national network of GAR 
serving professionals. 
 
Given the success of previous year’s mentorship initiatives, the objectives of the 
program were kept the same: 
 

• Identify gaps of current practices and implementation of the CSS model at new 
sites (and find ways to bridge the gaps) 

• Share lessons learned, innovative ideas and best practices based on previous 
and current CSS initiatives and experiences; 

• Strengthen relationships with CSS sites and build on partnerships. 
• Mentors are responsible for working with mentees to provide support in the 

process of implementing the CSS model in their organization. Mentors and CSS 
National Coordinator are responsible for supporting mentee sites in identifying 
clear goals in terms of implementing the CSS model and in establishing smaller 
benchmarks of success in meeting these goals.  

• Mentees on the other hand are responsible for working collaboratively to help the 
mentor site understand organizational realities and how they impact the 
implementation process along with perspective on areas of program 
implementation that would benefit from mentorship support. Both mentors and 
mentees rely on the CSS National Coordination team to facilitate the goal setting 
and check-in meetings, virtual shadowing and covering potential related expenses 
if shadowing takes place in-person.  

• The CSS National Coordination team is responsible for reporting on the initiative 
and providing additional support to the Mentors and Mentees as necessary.  

 
Prior to this pandemic, the Mentorship Initiative was divided into two phases. Phase I 
included mentees visiting mentor sites and to collaboratively develop goals for the fiscal 
year through virtual meetings facilitated by the CSS National Coordination Team. 
Mentees shared barriers that they are experiencing in effective implementation of CSS, 
while mentors shared best practices and offered support to help Mentees overcome those 
challenges. 
 
During Phase II, mentors visited mentees focusing on ensuring the implementation of 
learned best practices and also fostering a two-way learning process.  
Unfortunately, during the pandemic, mentorship initiative looked slightly different for 
mentors and mentees. Due to travel restrictions, in-person site visits in Phase I were 
replaced by virtual shadowing with Caseworkers and Phase II was completely removed 
from the process, with hopes to continue it (if need be) when restrictions are lifted.  
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Managers/Team Leads from three preexisting CSS network sites (Calgary Catholic 
Immigration Society, Reception House in Kitchener and Multicultural Association of 
Fredericton) acted as mentors to four sites fairly new to the CSS network this year. The 
pairings were as follows: 
 

1. Calgary Catholic Immigration Society – Catholic Social Services (Edmonton and 
Red Deer) 

2. Calgary Catholic Immigration Society – Saskatoon Open Door Society (SODS) 
3. Reception House (Kitchener) – Newcomer Centre for Excellence (Leamington, 

Ontario) 
4. Multicultural Association of Fredericton – Immigrant and Refugee Services 

Association PEI (Charlottetown) 

Regina Open Door Society (previously matched with Wesley in Hamilton) approached the 
CSS National Coordination Team during the fiscal year to re-enact the mentorship 
process in order to gain more clarity and understanding of some of the key elements of 
CSS.  
 
Overall, the first phase of the Mentorship Initiative was beneficial for both Mentors and 
Mentees. Common issues were identified and addressed for Mentees’ Sites, including 
time management and organization, mobile case management and the use of technology, 
ETO database management and documentation, collaboration amongst staff, gaps in 
service provision/wrap-around services, and division of roles/responsibilities of 
CSS/RAP/Settlement Services Staff. 
 
Calgary Catholic Immigration Society (CCIS) – Catholic Social Services (Edmonton and 

Red Deer) 
 

As reported in the previous Bi-Annual Report (April-September 2021), CSS Site in 
Edmonton completed their virtual shadowing of Caseworkers from CCIS in May 2021 and 
since then they haven’t felt the need to meet with their mentor for further implementation 
assistance.     
 

Calgary Catholic Immigration Society – Saskatoon Open Door Society (SODS) 
 

As reported in the previous Bi-Annual Report (April-September 2021), SODS completed 
their virtual shadowing of Caseworkers from CCIS in July 2021 and since then they 
haven’t felt the need to meet with their mentor for further implementation assistance.     

 
Reception House (Kitchener) – Newcomer Centre for Excellence (Leamington, Ontario) 
 
Both teams were in introduced through a virtual meeting in January 2021 where Kitchener 
was requested to go through its CSS implementation journey along with challenges they 
encountered followed by Q&A from the mentee.  
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As a way to help CSS Site in Leamington in their implementation of CSS, Kitchener 
volunteered to share a document checklist that defined the roles between RAP and CSS.  
They also suggested Leamington staff members to virtually shadow Caseworkers from 
Kitchener in August/September 2021.  
 
Due to in availability of Kitchener staff, CSS Site in London was requested to have 
Leamington Site shadow their Caseworkers to which they kindly agreed. Virtual 
shadowing was scheduled to take place in October 2021 however, by then the mentee 
felt comfortable conducting the needs assessments on their own therefore, the virtual 
shadowing did not take place.  
 
With only three staff members on board, the team at Leamington has successfully 
implemented the program and are very active in CSS Training and Professional 
Development Working group, Steering Committee and other meetings/conferences 
organized by the CSS National Coordination Team. They have also been regularly 
entering client data into ETO and reaching out to the CSS National Coordination Team 
for support if and when needed.    
 
Multicultural Association of Fredericton – Immigrant and Refugee Services Association 

PEI (Charlottetown) 
 

Immigrant and Refugee Services Association PEI (Charlottetown) joined CSS in July 
2021 and were oriented to the program and ETO by the National Coordination Team. 
They were paired with Multicultural Association of Fredericton to help them successfully 
implement the CSS model and address any challenges. An initial meeting between the 
mentor and the mentee took place in October 2021 where the CSS National Coordination 
Team explained the purpose of the mentorship initiative and outlined the roles and 
responsibilities of mentors and mentees.  
 
During the meeting MCAF was requested to present what a day in CSS looks like for a 
client and also outline the case flow.  A follow-up meeting to set goals was scheduled to 
take place in January/February 2022 however, due to structural and personnel changes 
at IRSA PEI the meeting has been rescheduled to the next fiscal year.  
 

Wesley (Hamilton) X Regina Open Door Society (RODS) 
 

RODS joined CSS in 2018 and has been effectively implementing the program/model 
however, recently due to high staff turnover, it requested to re-instate the mentorship 
process. The CSS National Coordination Team matched them with their original mentor, 
Wesley.  
 
Both teams had their initial meeting facilitated in September 2021 to discuss goals of 
mentorship and challenges that RODS has been experiencing along with collaboratively 
developing a work plan.  
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Below are some of the areas of improvement that RODS identified and requested support 
in:  
 
o CSS client flow  
o Entering data in the CSS database in a mobile environment  
 
Based on the identified challenges, The CSS National Coordination Team suggested 
database booster training for RODS staff members in October 2021 to learn strategies 
and tips on using the database system to manage workflow in a desk-free environment. 
This booster training was delivered to the team in November 2021.  
 
Wesley volunteered to provide a presentation to RODS on CSS workflow and also offered 
to have RODS staff members virtually shadow Caseworkers from Hamilton while they 
enter client data in the CSS database. Due to scheduling conflicts, this is yet to take place.  
 
Activity # 2: National Steering Committee 
 
Steering Committee Meeting 
 
The Steering Committee is comprised of CSS program managers/team leads from 20 
CSS partner agencies as well as representation from the National Coordinator (YMCA). 
Quarterly meetings are held with this group to identify program action,  strategy plans and 
program responses to GAR client needs. Its purpose is to engage CSS leadership staff 
in the ongoing enhancement of the CSS program model, tools and resources and to 
inform the direction and priority for the national program.  This group also leverages 
expertise from across the country to address challenges in staff supervision and program 
management. 
 
The National Coordination Team hosted, facilitated and coordinated a Steering 
Committee meeting in the reporting period, to facilitate engagement, share information, 
cross-learning and planning the development of new standards, guidelines and policies.  
 

1. December 10, 2021 
 

Agenda:  

o Call to order and Welcome 
o Updates from CSS National Coordination Team 
o Challenges and solutions related to serving Afghan GARs with lack 
    documentation (TRP to PR process) 
o Adjournment 
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Activity # 3: ETO Database Management and Reporting  
 
Ten new user webinar trainings on ETO were delivered to multiple staff at CSS Sites 
across the country. The reports training was recorded and shared with Sites so they could 
access it when needed.  
 
During this reporting period, the National Coordinator worked on revitalizing the Needs 
Assessment Matrix. The purpose of this change is to better reflect the needs of the client 
and can therefore be an enhanced tool for case management and intervention.  
 

o Updated the ‘IMM Category’ field in demographics to include an option for “Other” 
which can be used to classify TRP clients among Afghan Refugees 

o Updated demographic fields to include an option for ‘TRP’ under ‘IMM Class’ for 
TRP clients.  

o The NAARS touchpoint was created as an optional feature in ETO (under the RAP 
module) for Sites to use and upload data directly into ICARE 

o All touchpoints on ETO Database were updated to reflect the iCARE updates as 
they were introduced. These changes were applied to the iCARE report on ETO 
Database to help Sites upload information into iCARE.  

 
 
Customized local/national reports: 

 
o Providing raw data/reports to Calgary to support their two-year CSS program 

evaluation 
 

 
Activity # 4: Professional Development 
 
Annual Training and Professional Development Plan: 
 
The provision for professional development training for CSS staff is imperative in 
enhancing their knowledge, skills and confidence in providing case management services 
to GAR clients.  
 
The purpose of the Professional Development (PD) Working Group (WG) is to create a 
space for the National Coordination Team (YMCA) and the CSS program delivery staff to 
collaborate in research, planning and execution of the professional development trainings 
that CSS staff will receive over the course of the fiscal year. The group collaborated to 
source needs-driven, outcomes-focused training and professional development of the 
CSS network, to ensure staff are consistently able to learn/and or strengthen existing 
professional skills that contribute to high quality, consistent and standardized services for 
GAR clients across Canada. 
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This year’s PD Action Plan is as follows:  
 

o To receive feedback from all CSS Sites on the trainings most relevant to their day-
to-day work 

o To ensure that 6-7 training and professional development workshops are offered 
to all CSS staff (including 2-3 workshops at the Annual Meeting and 3-4 interactive 
webinars throughout the fiscal year) 

o Using Moodle to share recorded webinars and resources on relevant topics with 
the CSS Team 
 

During this reporting period, the PD WG met virtually in November 2021 in order to get 
member’s input on the PD trainings they are interested in being offered at the Annual 
Meeting/Conference.  The most prominent topics that were highlighted were: 
 

o Leadership workshop for managers – how to support staff experiencing burnout 
and help motivate them 

o Introduction to American Sign Language (ASL) 
o Supporting intersectional needs of refugees with disabilities 
o Supporting serving clients who feel despair over the loss of connection with 

family members who they have left behind in their home countries 
o Respecting boundaries in settlement work 

 
Based on the suggestions provided by the PD WG members, the CSS National 
Coordination Team delivered the following webinars during the CSS Annual 
Meeting/Conference: 
 

1. Addressing the Difficult Parts of our Jobs: Setting Boundaries and 
Expectations by Chanelle Linton 

 
The workshop provided an overview of what to consider when addressing the difficult 
parts of jobs while serving clients. Practical strategies were introduced to help prevent 
burnout and emotional distress, while maintaining professionalism and attaining 
contractual obligations.  
 
Attendees were given the opportunity to review common concerns that they experience 
on the job and discover best practices to address these concerns in the following areas 
related to an anti-racism and anti-oppression framework:  
 

o Conflict Resolution  
o Workplace Communication  
o Creating Work-life Balance  

 
The purpose of the workshop was: 
 

o To help settlement workers recognize issues that plague performance and 
question current strategies in order to become better performers.  
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o Take a step toward work-life balance and improve future outcomes when 
interacting with colleagues and program participants.  

 
Based on the evaluation survey results, the training was very well received by 
participants. They appreciated the knowledge the trainer possessed on the topic and the 
energy she brought to the room. One of the participants stated: 
 

I really appreciated the non-judgmental atmosphere that Chanelle (trainer) created. 
Boundary issues are a very difficult topic and it can sometimes feel like workers are at 

fault for any issues that arise. Chanelle took a very pragmatic approach to the topic 
 
 

2. The Other Side of Trauma: Community Work that Supports Structurally 
Vulnerable Newcomers dealing with Sudden and Forced Migration by Diana 
Jeffries  

 
This workshop focused on trauma and trauma informed practices to better support 
vulnerable newcomers to Canada who have experienced forced migration.   
Based on the recent crisis in Afghanistan, this workshop offered participants an 
opportunity to explore how they can better support clients from Afghanistan, that have 
found safety in Canada.  
 
Participants in this workshop got the opportunity to explore ways to manage their own 
stress and anxiety and; better understand the effects of vicarious trauma, burnout and 
compassion fatigue that are natural, yet preventable consequences of working in the 
settlement sector. 
 
The content of the workshop included:  
 

o A definition of trauma and what a trauma informed practices encompass. 
o 3 case studies of Afghan experiences of trauma as a result of their forced migration 

experiences to Canada 
o Strategies and tools used for a trauma informed practice 
o Understanding cultural humility as key piece of trauma informed approaches 
o Ways to implement a healing centered approach to working with refugees and 

immigrants through exploring areas of grief such as shame, guilt, and the 
ambiguity of loss. 

o Implementing trauma sensitivity and informed community spaces 
o Recognition of post traumatic growth 
o Understanding vicarious trauma and strategies to overcome burnout and 

compassion fatigue 

Overall, 90% of the participants who attended the webinar found it to be useful specifically 
the tips and tools that were provided by the trainer.  
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3. Supporting Intersectional Needs of Refugees with Disabilities and their 
Families by Sukaina Dada and Marya Bangash 
 

This workshop presented an introduction to the topic, theoretical background, 
identification of the intersectional issues and offering strategies, solutions and resources.  
 
The content included: 

 
o Introduction of the topic: Supporting refugees with disabilities 
o Theoretical underpinnings 
o Naming the problem:  
- Intersectional barriers to access inclusion 
- Difficulty accessing resources 
- Barriers to service navigation 
o Case studies: 
- 2 case studies based on real scenarios 
- Open discussion on how participants understand the scenarios 
o Ongoing issues and solutions 

 
Based on the evaluation survey results, majority of the participants found the content to 
be relevant. One of the respondents wrote: 

 
Both presenters were very knowledgeable and engaging. I really appreciated the case 
studies and the personal experiences shared by them. A very Informative and though 

provoking presentation 
 

 
4. Leadership training: Managing Employee Stress and Burnout in the 

Workplace by Christina Reimer 
 
This workshop was offered to managers/team leads and explored how to lead with a 
trauma-informed approach and provided five key principles that trauma-informed 
workplaces should embody. By embracing these principles, organizations can contribute 
to the positive transformation of individuals and relationships affected by trauma, while at 
the same time creating the conditions that lead to high levels of employee engagement 
and organizational success.  
 
The content of the workshop included:  
 

o Key signs of burnout within settlement teams  
o Strategies to address, support and motivate staff who may be dealing with 

burnout and stress  
o Tips to manage workload and promote staff wellness  
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Managers/Team leads who attended the workshop found the content to be 
current/relevant to the needs of management staff in CSS. They also appreciated the 
trainer’s knowledge on the topic.  
 
Trainings/webinars that were offered outside of the Annual Meeting/Conference are as 
follows:  

 
Motivational Interviewing in Case Management delivered by Andrew Lam on 
October 26 and 27, 2021 

 
Due to high demand, this 2 series webinar was delivered for the second time by Andrew 
Lam, CSS staff member from Catholic Social Services, Edmonton as a staff-led 
Professional Development initiative for 2021-2022 in October.  
 
The CSS National Coordination Team and staff from Edmonton collaboratively developed 
the content of the workshop along with a workbook for participants to reference during 
and after the session.  
 
This workshop aimed to address clients lack of trust in caseworkers along with their over 
dependency. Caseworkers learnt techniques to engage, inspire and foster trust with their 
clients in order to help them find internal motivation needed to adopt behaviors that help 
them integrate fully in Canada.  
 
Participants appreciated the content of the workshop along with the facilitation and trainer. 
89% of the participants indicated in the post-webinar survey that they are very likely to 
recommend this training to their colleagues. The recording of the session is available on 
CSS LMS Moodle.  
 
CSS Annual Meeting/Conference 
 
The CSS National Coordination Team held its Annual Conference from Feb 9-11, 2022. 
This Conference was hosted over an event management platform, Pheedloop which 
allowed CSS network members to digitally connect with their peers to share best 
practices, attend training and professional development workshops and learn more about 
the work being done within the network.  
 
Day 1: The Conference commenced with an inspiring keynote address by Tareq Hadhad, 
CEO and founder of Peace by Chocolate. He took the audience on an inspiring personal 
journey of refugee resettlement from Syria to Canada. During the keynote, he highlighted 
the importance of community connections that played a vital role in his successful 
integration into Nova Scotia. Following his keynote speech, he moderated a refugee panel 
discussion where three CSS clients participated to share their stories of settlement and 
integration in Canada.  
 
The day ended with a discussion forum that was led by John Biles, acting Director General 
of the Afghanistan Settlement Branch, IRCC where he shared a funder’s perspective on 
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the similarities and differences between the Afghan and Syrian refugee influx. Attendees 
participated in a Q&A after the presentation.  
 
Day 2: The first half of the day was dedicated for CSS Sites to showcase their innovative 
projects, research and ideas. Below are the Sites that participated with their topics of 
focus:  
 
Afghan Refugee Resettlement in Calgary 
Bindu Narula & Jill Edgington Kirby, Calgary Catholic Immigration Society, AB 

Intentional Outreach for Capacity Building on Steroids  
Paul Soublière, Catholic Centre for Immigrants - Ottawa, ON 
 
Partnership and Collaboration – A Case Study 
Adrian Muyinda Musoke, COSTI Immigrant Services - Toronto, ON 
 
Through the Pandemic Looking Glass: Refugee Youth Addiction Challenges with a Virtual 
World 
Hanaa Elkolaly, Cross Cultural Learner Centre - London, ON  
 
The following training and professional development workshops were offered 
concurrently to CSS Staff on day two of the Conference: 
 
Leadership training: Managing Employee Stress and Burnout in the Workplace by Christina 
Reimer 

Supporting Intersectional Needs of Refugees with Disabilities and Their Families by Sukaina 
Dada 

The Other Side of Trauma: Community Work that Supports Structurally Vulnerable 
Newcomers dealing with Sudden and Forced Migration by Diana Jeffries 
 
 Day 3: The last day of the Conference was dedicated to wellness.  
 
The day commenced with a chair yoga session followed by the following workshops: 
 
Forming Meaningful and Healthy Virtual Connections by Kali Patrick and Kate Symes 
from Office Meets Yoga 
 
Nourishing our Roots - Wellness with an Indigenous Lens by Jenna Robar 
Addressing the Difficult Parts of our Jobs: Setting Boundaries & Expectations by Chanelle Linton 
 
The Conference ended with closing remarks by Mehreen Nayani, Program Manager of Client 
Support Services at YMCA GTA and Teresa Costa, General Manager of Immigrant Services at 
YMCA GTA.   
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New Staff Orientation to Intensive Case Management: 
 
The National Coordination Team continued to deliver virtual new staff orientations to Intensive 
Case Management during the reporting period. 
 
Between October 2021-March 2022, there were 8 orientations provided with over 87 new 
CSS staff members in attendance. Upon completion of the trainings, CSS staff members are 
provided with the Guide to Intensive Case Management and the NAM walk-through 
documents, which were developed in the last reporting period. These documents were 
created to complement the training and serve as a reference point, should any questions 
arise.  
 
Based on the network’s feedback during this period, the National Coordinator updated the 
training to emphasize two components of Intensive Case Management: client evaluation and 
development of the Client Settlement Plan. 
 
Overall, the survey feedback for the Orientation to ICM training have been incredibly positive. 
Participants noted that their key take-ways from this orientation are the role and intensity of 
CSS case management, how to set up client goals within the Settlement Plan and the purpose 
of the Needs Assessment Matrix. 
 
One respondent noted that “I really enjoyed it and appreciated that [the trainer] made it fun! 
Thank you for [the trainer’s] wisdom, experience and personable presentation…”, while 
others praised the clarity and excellence of the orientation.  
 
File Documentation training: 
 
During the reporting period, the National Coordination Team delivered 2 sessions with 
participation of over 21 CSS staff members across Canada. One session was hosted 
specifically for the site in Toronto, COSTI Immigrant Services, due to a large number of new 
staff members joining their team to support the Afghan refugee influx. This training module 
continues to be requested by site managers on an as-needed basis and the National 
Coordinator will continue to deliver more sessions during the next fiscal year.  
 
Based on the feedback survey, participants were greatly satisfied across all areas: amount of 
information provided, explanation of file documentation, content requirements, and the 
trainer’s ability to answer questions. Interactivity of the training scored high and one 
participant noted that “[the trainer] answered the questions well and having us move into 
breakout groups encouraged active participation.” Participants’ key take-aways from this 
training were “how to report cases and the appropriate language to use” as well as a greater 
understanding on how to document sensitive information. 
 
Learning Management System: Adding and improving resources on LMS:  
 
CSS LMS Moodle website was developed for the purpose of strengthening capacity building 
and communication among CSS network members across all program sites. The website is 
accessible to all program staff and allows them to access updated CSS information, updates, 
resources and documents, as well as share best practices and challenges in serving GARs, 
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on a secure, web-based content creation and management platform that can be accessed 
anywhere and at any time.  
 
Resources related to professional development trainings offered during this period have been 
uploaded on Moodle for ease of access. This includes workshop recordings, presentation 
slide decks and handouts provided by trainers.  
 
Additionally, a new section has been created on Moodle for French resources. These are 
resources available entirely in French and are intended for caseworkers who prefer to access 
resources in French and want to refer French-speaking clients to a Francophone service 
provider in the community. This section includes CSS standards and guidelines, reports, 
trainings, resources for caseworker skill-building and resources for clients. Most importantly, 
it includes a link to the CSS website, which provides a list of Francophone service provider 
organizations in each province and territory in Canada. This is to ensure that all CSS sites 
are able to refer to the appropriate Francophone service provider based on their region and 
foster new Anglophone-Francophone community relationships.     
 
 
Activity # 5: Sector Engagement and Coordination:  

Reopening Canada: Looking to the Future of Immigration, Settlement and Integration- 
24th Metropolis Conference 

The CSS National Coordination Team took the lead in submitting a session proposal for 
the 24th Metropolis conference and invited CSS sites to participate in this opportunity for 
sector-wide engagement and knowledge-sharing. A CSS Coordination Team member, 
alongside network partners, from Global Gathering Place in Saskatoon, Cross Cultural 
Learner Centre (CCLC), London and; CCLC’s community partner, Dr. Abe Oudshoorn 
From Western University, hosted a workshop session at the 24th Metropolis conference 
in Vancouver, BC.  
 
The workshop, titled, “Beyond Covid-19: Lessons & solutions-focused strategies to 
address refugee determinants of health,” looked beyond the predicted health challenges 
that arose from the pandemic for vulnerable newcomer clients. Speakers discussed how 
they adapted and learned from unexpected challenges that went beyond our predictions 
when addressing the needs of clients throughout evolving circumstances due to the 
consolidated effects of a global pandemic and national influx of immigration. Through a 
solutions-focused lens, each speaker addressed the particularities of refugee 
determinants of health, such as housing, coping skills and social support networks. 

Towards a Shared Framework Conference- Alliance of BC Settlement Case Management 

The CSS National Coordination Team participated in the planning and partial execution 
of the Alliance for BC Settlement Case Management’s first virtual conference. The event, 
“Towards a Shared Framework,” was held from March 8-9, 2022 to discuss settlement 
case management from both a frontline and managerial perspective. It included plenary 
sessions, discussion forums and professional development workshops.  
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A member of the CSS National Coordination Team presented the National GAR Intensive 
Case Management model during a panel discussion titled “Current Models in Settlement 
Case Management,” to approximately 300 attendees across the country on March 8.  
 
Additionally, another member of the Team participated as a panel member for a 
discussion on Building a Shared Case Management Framework alongside 
representatives from IRCC and MOSAIC. 
 
Interpretation Working Group- N4 
 
The CSS National Coordination Team has continued engagement with Newcomer 
Navigation Network (N4) by joining their Access to Interpretation Working Group. This 
working group was composed of 18+ members of the settlement and healthcare sector 
community and aimed to produce an evidence-based, outcome-driven and impact-
focused deliverable that addresses one cause of inequity for newcomers in accessing 
health, social and settlement services.  
 
Meeting regularly from November 2021-March 2022, this group drafted a position paper 
on interpretation, in order to call for a national approach to interpretation provision to 
ensure equitable access for newcomers with health and social services.  
 
Top 3 Challenges: Direct Services, 20 national partners 
 

1. Language barriers 
 

According to the CSS Bi-Annual Statistical Report (Oct 2021-Mar 2022), 30% of clients 
indicated interpretation as the biggest challenge they faced during their first year in 
Canada.  

CSS Sites in Calgary and Fredericton reported language barrier as a major challenge 
faced when serving clients at their respective locations. It inhibits direct communication 
with the client which in turn hinders the natural trust building process.  

The use of interpreters has been beneficial in bridging the gap however, using a third 
party for interpretation can sometimes be an added nuisance giving rise to more frequent 
check ins to ensure all parties understand the communication correctly.  

Fredericton also noted that there is a shortage of trained community interpreters and 
cultural brokers who speak Tigrinya and Somali. Only a few service providers have 
access to Language Line and others rely on community interpreters.  

2. Client influx and staff wellbeing 

CSS Sites in Toronto, Ottawa, Kitchener, Edmonton, Saskatoon (GGP) and Windsor 
reported that there has been an increase in clients received without an increase in human 
resources which is leading to staff burnout.  
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For GGP, Saskatoon an increase in the number of clients also means that not all will 
receive adequate life skills training (example: not learning how to use public transport) 
which will adversely affect their integration journey.  

Ottawa reported that overall there has also been an increase in workload due to Afghans 
arriving without proper documentation.  Caseworkers are involved with additional tasks 
that they weren’t previously responsible for which is a cause of fatigue.  

3. Secondary Migration 

Hamilton (17%), Edmonton (19%), Kitchener (13%) and Windsor (13%) have received 
the highest number of secondary migrants during the reporting period amounting to 
62% altogether. Clients tend to move from one place to another during their first year of 
arrival in Canada mainly in search of better employment opportunities and family ties. 

Ottawa reported that between November 2021-March 2020, they have received 4 times 
their usual number of secondary migrants (over 100). In the first four months of service, 
a single Secondary Migrant case is equivalent to serving approximately four cases 
indicating that its additional work for already overworked caseworkers. 

 
 
 
 
Outstanding Advances 
 
N/A 
 
 
Follow-up 
 
N/A 
 
 
 
 
Successes/Promising Practices 
 
Indirect Services – Coordination team: 
 
• Increasing Sector Awareness on CSS Program Model  
 
During this reporting period, the CSS National Coordination Team has prioritized outreach 
to increase awareness on the CSS program model within the settlement sector. To 
accomplish that, the CSS National Coordination Team has been actively engaged in 
sector working groups such as the N4 Access to Interpretation WG and the BC Alliance 
Conference Planning WG. Additionally, the Team has been involved in presenting at 
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conferences such as the 24th Metropolis Conference (March 24-26, 2022) and the BC 
Alliance Conference (March 8-9, 2022). These outreach activities have also developed 
professional connections and also the CSS model at the forefront for many organizations. 
The reporting period has seen tremendous interest from organizations that want to be 
part of the CSS network.  
 
 
• Client Support Services Annual Meeting/Conference 2021-2022  
 
As already mentioned, CSS Annual Meeting/Conference was held from 9-11 February with 
over 100 staff members who participated from all across Canada. The online event 
management platform that was used for the event, PheedLoop made it possible for the CSS 
National Coordination Team to offer multiple sessions with ease that would interest the 
attendees. Participants also provided positive feedback on the accessibility and effortless 
navigation of the virtual event platform.  
 
While participants indicated they missed the in-person nature of the traditional CSS 
Conference, the online platform did allow an increase in attendance and opportunities to invite 
all frontline workers to sessions to attend professional development workshops, discussion 
panels and much more.  
 
The final day of the event was dedicated to wellness which staff members really appreciated. 
Overall, based on the evaluation survey results, the event was a success.  
 
 
Direct Services: 20 national partners: 
 
Below are highlights of some of CSS Site’s successes  
 
Global Gathering Place, Saskatoon:  
 
Many refugee families that recently moved to Saskatoon consisted of children who were 
ready to get enrolled in a university. They required information on student loans and the 
admission process. This encouraged the team at GGP to create a focused program called 
University Smart which helps clients with admissions, student loans, course books, 
budgets, transportation and job search.  
 
Catholic Center for Immigrants, Ottawa: 
 
As reported in the previous bi-annual report, CCI has been involved in discussions to plan 
a partnership with University of Ottawa in order to support GARs with mental health needs 
and reduce wait times to access services. 
 
During the reporting period, CCI formed partnerships with the Psychology department at 
University of Ottawa, Ottawa Language Access and CCI-Crisis Counselling so GARs in 
need of mental health support are able to receive in a timely manner.  
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Multicultural Council of Windsor and Essex County: 
 

o Marcela Diaz and Dr. Ben Kuo from the University of Windsor Department of 
Psychology at the University of Windsor presented on at the OCASI Professional 
Development Conference and Alliance for BC Settlement Case Management’s first 
virtual conference titled, “Towards a Shared Framework.  The session “Strategies 
to Access Mental Health Services for Refugees”, presented Canadian Institute of 
Health Research (CIHR) research results on promising practices that can be 
helpful for settlement workers and mental health service providers that are 
supporting refugees accessing mental health services during COVID.  MCC CSS 
is involved in research, which contributes to evidence-based service delivery and 
contributes to shaping policy.   
 

o Staff at CSS Site in Windsor worked closely with local IRCC RAP Officer to inquire 
about the status of PR cards for clients. This has proven to be a best practice as it 
been difficult for case managers to get definitive answers from the call center or 
web-based customer support regarding the status of PR cards for clients. 

 
Multicultural Association of Fredericton: 
 

o MCAF initiated the Food Distribution Program in 2019 which escalated during the 
pandemic. Between October-December 2021, 25 CSS families and 167 individuals 
accessed the program. Food was being delivered to their homes on a weekly basis 
specifically high need clients without any means of transportation. Food donations 
were made through community partner organizations including Fredericton 
Community Kitchen, Oromocto food bank and the Second Harvest.  
 

o CSS Staff at MCAF has been collaborating with the RAP team to enroll clients in 
the RAP module of ETO and work together in transferring those clients into CSS 
within the system.  

 
London Cross Cultural Learner Center: 
 
Information and Orientation sessions were delivered in blended format, by phone or social 
media and meeting with clients in person. Although the case managers were saving time 
on travel but noticed that the clients needed additional time to get comfortable with the 
virtual services. However, once they were comfortable with the virtual platform, the 
Information and orientation sessions were very productive 
 
Regina Open Door Society and Multicultural Association of Fredericton and Global 
Gathering Place: 
 
All three Sites, successfully hosted clinics for COVID-19 vaccination for new arrivals 
(including Afghans) during the reporting period. 
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During September to December 2021, GGP hosted four separate COVID-19 Vaccination 
clinics and delivered 323 shots.  
 
Calgary Catholic Immigration Society: 
 
COVID-19 created massive changes in the way agencies serve their clients. CCIS in 
particular has adapted well and continued to provide essential services with necessary 
modifications. It was initially a difficult however, it encouraged CCIS to opt for blended 
service delivery which in fact has been beneficial to some clients. Blended service 
delivery should remain an option for those who prefer it and benefit from its flexibility. 
 
 
Client Success Stories: 

 
1. New Canadian Centre of Excellence Inc, Leamington: 

 
It is a challenge to find permanent accommodation with accessibility requirements for 
disabled clients which is a requirement when applying for a provincial health card.  
 
In an exceptional case, CSS collaborated with RAP to help a disabled client who did 
not have any permanent accommodation address to obtain a health card. The 
application was approved and the client was able to schedule an appointment with 
LHIN and subsequently moved to a retirement home in Leamington.  
 
The client can now access support and care services through the retirement nurses 
at the retirement home and will be connected to health service providers whenever 
needed.  
 

 
2. Ottawa: 

An Afghan named Q (identity changed due to confidentiality purposes) in his thirties 
arrived in Ottawa in October, 2021. He is grateful to CSS which has always been 
there for answering all of his questions. He said, “I also received help to navigate the 
bus system here. Then, CSS referred me to Worldskills who helped me a lot to 
understand employment in Canada.”  
 
Q started as a volunteer and is now working full-time.  

 
Organizational Updates 
 
Please identify any changes over the course of the reporting period, or impending 
changes to the following. Please only provide a response if applicable. 
 

1) Staffing 
Identify relevant staffing changes related to program delivery, as well as any 
changes to administrative staff or board members. Identify the position(s) that 
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were or will be vacated, the planned staffing action(s) to fill the position(s), and 
dates. 

- The CSS Manager position is being currently filled by the Program Coordinator  
 

2) Overhead 
Identify relevant changes in areas related to current rent, lease agreements and 
repairs as applicable. Specific overhead issues related to programming are to be 
identified in the Progress on Planned Activities section. 
NA 
 

3) Upcoming events or meetings 
Identify new events or meetings that did not form part of the original CA 
schedules or those that will be removed from the approved CA activities.  Please 
include dates and locations of upcoming events or meetings where your 
organization may request a Department representative to attend or to speak. 

 
4) Professional development 

Please identify conferences or professional development activities that have not 
previously been identified to the department. Please also identify any resulting 
program closures or interruptions (if known). 
NA 
 

5) Documentation on file 
Please confirm that the following forms on file are up-to-date. If not, please 
include an updated version when submitting this report. 
 

☒Basic Recipient Information form 
☒Annual Financial Statement 
☒Legal History Form 
☐Lease agreements 
☐Licenses (as applicable) 
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