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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 25 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 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 new guidelines have been created/updated: 
 

a. CSS Service Delivery Manual 
 
The Client Support Services Manual outlines the purpose of the program as well as the 
policies, procedures and resources associated with the delivery of case management 
support services to Government-Assisted Refugees in Canada. This manual was developed 
to help new and existing Client Support Services program staff in their delivery of services 
to GARs and vulnerable newcomers. 
 
The Client Support Services Program Manual was updated to include the expansion of the 
CSS network to 25 service delivery sites across Canada.  
 

b. CSS Contact List  
 
The CSS Contact List provides an extensive overview of all CSS partner Sites by province 
and includes staff names, titles, contact information and site locations. This document can 
be accessed on CSS LMS Moodle. 
 
The CSS Contact List has been updated to include: 

o New Site locations and contact information. 
o New staff contact information at pre-existing CSS partner Sites. 
o New staff contact information on The CSS National Coordination Team.  

 
c. List of CSS Program Delivery Sites  

 
This document was created to provide a comprehensive overview of all 25 CSS partner Site 
locations across Canada and can be accessed on CSS LMS Moodle. 
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d. Translation of standard documents: CSS Consent Form 
 
As a result of the Afghan refugee influx, The National Coordination Team received multiple 
requests from CSS Program Sites to translate the CSS Flowchart and Consent and 
Confidentiality form into Dari and Pashtu.  
 
Moreover, based on a Site’s request, The CSS National Coordination Team also had the 
CSS Consent and Confidentiality form was translated into Khmer and Arabic.  
 
The translated forms are available to all Sites on CSS LMS Moodle. 
 

e. Travel, Meals and Hospitality Expense Guidelines  
 
The Travel, Meals and Hospitality Expense Guidelines was updated to include changes to 
travel costs for reimbursement of meals and mileage by province. 
 
This document can be accessed on CSS LMS Moodle.  
 

f. ICM Training Modules  
 
The ICM Training Modules have been updated to include (1) new staff additions to The CSS 
National Coordination Team (2) total number of 25 CSS partner Sites. The modules can be 
accessed on CSS LMS 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 (April – September 2022), The National Coordination Team 
continued to focus on providing program delivery, support, and training to CSS Sites across 
the country. The Team also delivered webinar trainings to many CSS staff across the 
country. 
 
Implemented Service Agreements with 5 new national partners:  
 
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 25 delivery Sites.  
 
The network has expanded exponentially over the past few years and the CSS program is 
now being implemented in 25 Sites across Canada. The growth of the CSS Network 
ensures delivery of standardized case management services to additional GARs and other 
vulnerable newcomers across Canada during their 12-24 months post-arrival in Canada.  
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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 five additional Sites, 
under The National GAR Case Management Coordination Project, three of which serve 
Francophone clients.  
 

New Site Location Francophone 
Brooks & County Immigration Services (BCIS) Brooks, Alberta N 
Service d’accueil et d’inclusion francophone - SK  
(SAIF - SK) 

Prince Albert, Alberta Y 

Wesley Brantford, Ontario N 
Conseil Économique et Social d'Ottawa Carleton (CÉSOC)  Cornwall, Ontario Y 
Multicultural Association, Chaleur Region (MACR)  Bathurst,  

New Brunswick 
Y 

 
The new agencies have been eager to develop collaborative relationships with the CSS 
network which will complement the growth of information, sharing of best practices and 
community outreach.  
 
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.  
 
Two Steering Committee Meetings were hosted during the reporting period: on April 8 and 
August 28. The purpose of these meetings was to encourage cross-learning and sharing of 
best practices which a special focus on: 
 

- Update on National Secretariat- Operation Ukrainian Safe Haven Meeting and 
ground realities  

- Identifying areas of support that the network can provide to Ukrainian nationals 
- Expansion of the CSS network and welcoming new partner Sites. 
- ETO to Salesforce transition updates. 

 
Training and Professional Development Working Group  
 
The CSS National Coordination Team hosted two Training & Professional Development 
Working Group Meetings on July 14 and August 31, 2022. 
 
The purpose of these meetings was to collaborate in the identification, research, planning, 
and execution of the professional development trainings that the CSS network staff will 
receive over the course of the fiscal year with a specific focus on: 
 

- Identifying topics of training that would improve service delivery 
- Discuss specific questions and scenarios for trainers to address 
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The CSS National Coordination Team has been working diligently to organize professional 
development webinars for the fiscal year. 
 
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 sharing. Based 
on this outcome and success, the mentorship initiative was continued in the 2022-2023 
fiscal year, with sites joining the CSS network assigned a mentor. 
 
The CSS National Coordination Team is responsible for providing support to sites in 
connecting for virtual visits, goal setting and check in meetings and covering potential 
related expenses to the mentorship initiative. Additionally, they are responsible for reporting 
on the initiative and providing additional support to Mentors and Mentees as required.  
 
The COVID-19 context has impacted the ability to model the initiative to include in-person 
shadowing opportunities for all mentorship pairings, however, some in-person opportunities 
have resumed. The program has been successful in a variety of ways including 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 
Coordination Team 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.  
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Prior to this pandemic, the Mentorship Initiative was divided into two phases. Phase I 
included mentees visiting mentor sites and working collaboratively to 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.  
 
During this reporting period, Mentee Sites participated in virtual shadowing opportunities 
with their respective Mentor Sites, while a slow integration back to in-person shadowing 
opportunities resumed. Two Mentee Sites visited their respective Mentor Sites for in-person 
shadowing opportunities. Due to budgetary constraints, Phase II has been put on hold for 
the time being with hopes to resume next fiscal year.  
 
During the reporting period, Multicultural Association of the Greater Moncton Area, 
Multicultural Council of Windsor/Essex, Multicultural Association of Fredericton, Global 
Gathering Place, and Catholic Centre for Immigrants acted as Mentors to new Sites that 
joined the CSS network.  Two Mentee Sites, Medicine Hat and Prince Albert, attended in-
person shadowing’s at their respective Mentor Sites, while the remaining pairings continued 
to participate in virtual shadowing opportunities. 
 
The pairings were as follows: 
 
 Mentor Mentee 
1 Multicultural Association of the Greater 

Moncton Area (MAGMA) 
(Moncton, New Brunswick) 

Saamis Immigration Services 
Association (SAAMIS) 
(Medicine Hat, Alberta) 

2 Multicultural Council of Windsor/Essex  
(Windsor, Ontario)  

Brooks and County Immigration Services 
(BCIS) 
(Brooks, Alberta) 

3 Multicultural Association of Fredericton 
(MCAF)  
(Fredericton, New Brunswick) 

Multicultural Association, Chaleur 
Region (MACR) 
(Bathurst, New Brunswick) 

4 Global Gathering Place (GGP) 
(Saskatoon, Saskatchewan) 
------------------------------------------------- 
Catholic Centre for Immigrants (CCI) 
(Ottawa, Ontario) 

Service d’accueil et d’inclusion 
francophone - SK (SAIF - SK) 
(Prince Albert, Saskatchewan) 

 
 
Below are the updates from each Mentorship pairing: 
 

a. Multicultural Association of the Greater Moncton Area (Moncton) X Saamis 
Immigration Services Association (Medicine Hat) 
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On June 16, 2022, both Sites were introduced in a meeting organized and facilitated by The 
National Coordination Team. During this meeting, Medicine Hat shared their current 
progress implementing CSS at their Site, identified challenges and support areas, followed 
by Moncton sharing strategies for CSS integration. 
 
During this meeting, Medicine Hat identified specific areas they would like support in: 

- ETO reporting & analysis – how to make decisions based on reports 
- Shadow a caseworker conducting the NAM 
- CSS Client journey/process at MAGMA  
- iCare uploads 

To provide support, Moncton volunteered to host Medicine Hat staff for an in-person needs 
assessment shadowing. 
 
The National Coordination Team coordinated an in-person site visit for two staff members 
from Medicine Hat to travel to Moncton for a 1.5-day shadowing and orientation. The on-site 
visit took place on August 23 and August 24, 2022. During the on-site visit, Medicine Hat 
observered the following:  

- Two A1 needs assessments  
- Home visit and client follow-up  
- Community accompaniment 
- ETO & iCare bulk upload 
- RAP to CSS client journey orientation 
- Client progress tracking processes  

 

Following the in-person shadowing, Medicine Hat reported that the on-site visit was very 
useful, stating that, “we took back a lot of information that will help us to adjust some ways 
we conduct the Case Management process, and also to revise our internal stats/report 
documents [and] the training gave us more of an insight of the flow and process of Case 
Management”.  

 
b. Multicultural Council of Windsor/Essex (Windsor) X Brooks and County 

Immigration Services (Brooks) 
 

The CSS National Coordination Team hosted an introductory meeting between both sites 
on July 19, 2022, where they explained the purpose of the mentorship initiative, outlined the 
roles and responsibilities of mentors and mentees, and facilitated a Q&A. A second meeting 
was organized by Windsor which took place on July 19, 2022 and was designed to allow 
Brooks to meet Windsor staff who were unable to attend the initial introductory meeting.  
 
During both meetings, Brooks identified they would like support in iCare bulk uploads and to 
attend a virtual needs assessment. Windsor offered to host a virtual iCare tutorial which 
took place on July 29, 2022. Following the iCare bulk upload tutorial, Brooks reported that 
the session was successful and questions and concerns regarding iCare bulk uploads were 
addressed.  
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Windsor staff volunteered to host a virtual needs assessment shadowing which took place 
on August 19th, 2022 and was attended by two Brooks staff members. Brooks reported that 
the experience was helpful, and outlined their key takeaways:   
 

- How to conduct an A1 assessment while building rapport with clients. 
- How to effectively conduct a virtual needs assessment. 

 
Brooks has identified that they are interested in future opportunities to attend virtual needs 
assessments dependent on Windsor’s availability. 
 
 

c. Multicultural Association of Fredericton Inc (Fredericton) X Multicultural 
Association, Chaleur Region (MACR) (Bathurst) 

 
The CSS National Coordination Team hosted an introductory meeting between both sites 
on September 12, 2022, where they explained the purpose of the mentorship initiative, 
outlined the roles and responsibilities of mentors and mentees, and facilitated a Q&A. 
During this meeting, Bathurst shared that CSS implementation has been smooth so far, 
however, they would like additional support conducting needs assessments and bulk iCare 
uploads. Fredericton volunteered to host a virtual bulk iCare upload which successfully took 
place on September 16th.  
 
Bathurst reported that they are not ready to participate in the on-site portion of the 
mentorship program as they are onboarding a new caseworker who will be responsible for 
attending the in-person needs assessment. Bathurst will contact Fredericton and the CSS 
National Coordination Team when they are ready to organize an in-person shadowing at 
which point, Fredericton will book various needs assessments to be shadowed. 
 

d. Global Gathering Place (Saskatoon) & Catholic Centre for Immigrants (Ottawa) X 
Service d’accueil et d’inclusion francophone - SK (Prince Albert) 

 
Early in the mentorship process, Prince Albert was initially paired with GGP Saskatoon; 
both Sites participated in an introductory meeting on July 27, 2022. During this meeting, 
Prince Albert requested support in the areas of conducting needs assessments and bulk 
uploads to iCare. Saskatoon volunteered to host a virtual iCare bulk upload shadowing 
which was successfully completed on July 8, 2022.  
 
As GGP Saskatoon does not conduct and record needs assessments in the National 
Database (ETO), Prince Albert was then matched with Ottawa to provide them the 
opportunity to participate in an in-person needs assessment.  
 
The National Coordination Team coordinated an in-person site visit for two staff members 
from Prince Albert to travel to Ottawa for a 1.5-day shadowing and orientation. The on-site 
visit took place from September 21 - September 23, 2022. During the on-site visit, Prince 
Albert observed the following:  
 

- CSS process and procedures  
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- Needs assessment and ETO touchpoints  
- LMS Moodle   
- Tailored collaborative approach  

o How the CSS team works in collaboration with Settlement and Employment 
Services on Site. 

- Reporting and agreements  
 
Following the in-person shadowing, Prince Albert reported that the on-site visit was very 
useful, stating that, “the site visit was a good opportunity to learn the best practices of the 
case management and where applicable we will customize them to our site”. 
 
Activity # 2: National Steering Committee 
 
Steering Committee Meetings 
 
The Steering Committee is comprised of CSS program managers from 25 CSS partner 
agencies as well as representation from the National Manager (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 2 Steering Committee 
meetings in the reporting period, to facilitate engagement, share information, cross-learning 
and planning the development of new standards, guidelines and policies.  
 

1. April 8, 2022 
Agenda:  

o Introductions and Meeting Agenda 
o Update on National Secretariat - Operation Ukrainian Safe Haven Meeting  
o Brief Q&A 
o What are the ground realities? 

 Is your organization receiving or serving Ukrainian nationals? 
o What can we do as a network to support Ukrainian nationals? 

 Knowing that currently, there is no refugee pathway in place for this 
population 
 

2. August 23, 2022 
Agenda: 

o Call to order and Welcome  
 Purpose of the Steering Committee 
 Introductions - new partners & new National Coordination Team staff  

o Transition from ETO to Salesforce update 
 
Activity # 3: ETO Database Management and Reporting  
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During the reporting period, the following Database related trainings were offered: 
 

• 8 new staff training sessions were delivered to 207 staff. 
• Reports training was recorded and made available to all Sites via CSS LMS Moodle. 

  
Additional ETO-related activities that The CSS National Coordination Team was involved in 
during this quarter: 
 

• A meeting to introduce the following Sites to the CSS program and database: Prince 
Albert, Brooks, Bathurst, and Brantford. 

• Individual meetings with the Brooks, Hamilton, and the Medicine Hat site to discuss 
ETO-generated ICARE reports. 

• Provided sites with multiple custom reports that were requested. 
• Provided Calgary with multiple annual custom reports for their internal evaluation  
• Individual meetings with the Brooks, Hamilton, and the Medicine Hat site to discuss 

ETO-generated ICARE reports. 
 

  
New features and updates in ETO: 
 

• Updated client intake form to include an option for ‘HOF - Minor’ under ‘Relationship' 
for unaccompanied minors. 

• Updated the ‘IMM Category’ field in demographics to include an option for 'CUAET: 
Canada - Ukraine authorization for emergency travel' which can be used to classify 
the recent influx of Ukrainian Refugees. 

• Updated the language dropdown fields in ETO to include the language "Khmer" . 
 
There were also a number of requests to provide guidance on data entry, new ICARE reports 
as well as providing ongoing technical support to CSS staff. 
 
The CSS National Coordination Team is in the process of transitioning the database from 
ETO to Salesforce. The goal is to create a platform that is bi-lingual, user-friendly, cost-
effective and provides easier integration options. The National Coordination Team is 
working with Salesforce consulting partner, Diabsolut. Their certified professionals work 
round the clock to understand our needs and based on that help us design and deploy 
Salesforce products and features.  
 
During the reporting period, multiple meetings were held with the Diabsolut team to go over 
system requirements. A number of meetings were held with the Agile-Pod members (staff 
members nominated by managers at each site) in order to assist in making decisions 
regarding the new database. Multiple internal discussions were also held to ensure a smooth 
transition is made from ETO to Salesforce. Currently, the projected launch date is sometime 
during the last week of October.   
 
Activity # 4: Professional Development 
 
Annual Training and Professional Development Plan: 
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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. 
 
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 on July 14, 2022, to discuss the PD 
themes, they would like to focus on this year. The most prominent topics that were 
highlighted were: 
 

• Domestic violence in refugee communities 
• Setting boundaries and managing stress  
• Case management with children 
• Trauma Informed Care 

 
The CSS National Coordination Team hosted a second PD WG meeting on August 31, 
2022, to gain further insight into specific topics requested and source questions and 
scenarios for trainers to address.  
 
The following questions were asked to PD WG members: 
 

- What types of domestic violence cases do Caseworkers see in the refugee 
communities they work with? What specific questions would they like addressed? 

- What questions would Caseworkers like addressed on the topic of case 
management and working with children/youth? What are some concerns and 
examples? 

- What specific questions would Caseworkers like addressed on the topic of setting 
boundaries and managing caseload? 

 
Based on the suggestions provided by the PD WG members, the CSS National 
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Coordination Team has been working diligently to source trainers on the requested topics. 
 
The following workshop has been scheduled:   
 

1. Trauma Informed Care: Building a Culture of Strength delivered by Laval 
Martin, Crisis & Trauma Institute scheduled for October 25, 2022. 

 
This workshop explores how to lead with a trauma-informed approach and provides five key 
principles that trauma-informed practices should embody. By embracing these principles, 
participants can better contribute to the positive transformation of individuals and 
relationships affected by trauma.  
 
This workshop is designed to: 

o Provide an overview of trauma-informed care and discuss the effects of vicarious 
trauma experienced by clients.  

o Discuss how caseworkers can integrate a trauma-based approach when providing 
intensive case management services. 

o Discuss how caseworkers can build rapport, create a safe environment and 
establish trust with clients. 

o Review and discuss motivational interviewing techniques from a trauma-informed 
approach. 
 

Additionally, during this reporting period, the LivingWorks Applied Suicide Intervention 
Skills Training (ASIST) has been completed by 17 staff members at the following CSS 
partner Sites:  
 
 Site Participants Completion Date 
1 Calgary Catholic Immigration Society, 

Calgary, AB. 
11 August 3-4, 2022 

August 17-18, 2022 
August 31-Sept. 1, 2022 

2 Brooks and County Immigration Services,  
Brooks, AB. 

2 August 3-4, 2022 

3 Service d’accueil et d’inclusion francophone - 
SK (SAIF - SK), Prince Albert, SK 

4 June 15-16, 2022 

 
This asynchronous, online training provided Caseworkers with the skills to recognize the 
signs of suicide and offered practical strategies to intervene, provide support and refer 
to appropriate resources. This training was highly successful with participants stating: 
 

-  “I gained knowledge and feel confident compared to before the training…I was able 
to learn ways of preventing suicide, meeting the needs of a person with suicidal 
thoughts, safety first and resources in the community to assist persons at risk”.  

- “I definitely recommend this training for all case managers; it is highly applicable to 
our work”. 

- “I now feel prepared/capable to help someone who may be dealing with suicidal 
thoughts”. 
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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 to CSS Staff. 
 
Between April-September 2022, there were approximately 8 orientations provided with over 
147 staff members. Upon completion of the trainings, CSS staff members are provided with 
the Guide to Intensive Case Management and the NAM Appendixes. These documents 
were created to complement the training and serve as a reference point, should any 
questions arise.  
 
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 intensive case management, how to set up client goals within the 
Settlement Plan and the purpose of the Needs Assessment Matrix.  
 
One respondent stated, “thanks so much for your very valuable training. I really enjoyed it 
and appreciated that you made it fun! Thank you for your wisdom, experience and 
personable presentation”. 
 
File Documentation training: 
 
During the reporting period, The National Coordination Team delivered 1 session with 
participation from 17 CSS staff members mainly from Windsor, Prince Albert, Hamilton, 
Toronto, Ottawa, Fredericton and Edmonton. This continues to be a popular training module 
and the National Coordination Team will continue to deliver more sessions during the fiscal 
year.  
 
Based on the feedback survey, participants were satisfied across all areas: amount of 
information provided, explanation of file documentation guidelines, content requirements 
and relevant case-studies. Participants key takeaways from this training were: 

- How to be concise and objective when writing case notes.  
- How to ensure file security and the importance of self-auditing. 

 
Learning Management System: Adding and improving resources on LMS:  
 
The 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, news, 
resources and documents, as well as share best practices and challenges in serving GARs, 
on a secure, web-based content creation and management platform that can be accessed 
anywhere and at any time.  
 
All resources relating to the workshops offered are uploaded on Moodle for ease of access 
including workshop recordings, PowerPoint decks and supplementary resources provided 
by trainers. 
 
The LMS Moodle was upgraded on September 12, 2022, with the following general 
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updates:  
 

- Visual changes to completion tracking (for training modules)  
- Completion tracking tick boxes now appear as "mark as done" buttons on the course 

page. 
- New settings allow editors to hide or show activity dates and completion conditions 

on the course page. 
- Learners can control the speed at which Audio and Video files will play. 
- An Accessibility toolkit (from Brickfield Education Labs) identifies course accessibility 

issues. 
-  Ability to hide content in the content bank by marking it as unlisted. 
- New column in the content bank displays the number of times an item is linked. 

 
Activity # 5: Sector Engagement and Coordination:  
 
The CSS National Coordination Team will once again be part of the organizing committee 
for the Alliance for BC Settlement Case Management virtual conference to be held in 
February/March 2023. Last FY, the team had 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. 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. The 
team had also identified a CSS Site to present their innovative project at the Conference.   
This year the role remains the same:  
  

• Providing input: topics, promising practices, capacity building opportunities 
• Discussing strategies to build engaging and productive event 
• Identifying potential speakers and projects to showcase 
• Help find session facilitators 
• Promoting the conference without the network 

  
Since the first conference focused on theoretical foundation and ethics, this year the 
conference aims to focus more on identifying and exploring key skills needed to enhance 
case management services to vulnerable newcomers. 
 
Top 5 Challenges: Direct Services, 25 national partners 
 

1. Access to health care 
 

According to the CSS Bi-Annual Statistical Report (April 22-Sept. 22), 31% of clients 
indicated accessing health care services as the biggest challenge they faced during their 
first year in Canada.  
 
CSS Sites in Fredericton, Medicine Hat, and Leamington reported barriers to accessing 
health care services and challenges to addressing client’s heath concerns in a timely 
manner.  
 
Fredericton reported that clients face a variety of barriers when accessing healthcare, 
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including lack of knowledge on how to effectively navigate the health care systems, long 
wait lists, shortage of healthcare workers in the province, and inability to access care 
outside of the hospital Emergency Department.  
 
Medicine Hat added they are experiencing a shortage of family physicians accepting new 
patients. As a result, many clients are required to seek medical attention in walk-in clinics 
and/or the emergency room. This poses a negative risk for clients who have high medical 
needs due to their lack of accessible health services in their country of citizenship and 
country of origin. 
 
Further, Fredericton reported that changes to IFHP coverage surrounding dental care, 
wheelchair rentals and some mental health services are impacting clients long-term. This 
concern was echoed by Leamington who stated that clients are facing challenges with 
insufficient dental coverage under IFHP. Fredericton further reported that clients 
experience significant delays in the pre-approval process for IFHP, causing some to go 
without essential medical equipment for long-periods of time, including wheelchairs, 
walkers and dentures.  
 

2. Housing insecurity 
 
CSS Sites in Fredericton, Leamington, Hamilton, Medicine Hat and Kitchener reported an 
increase in housing insecurity among clients as a result of rental increases and rising cost 
of living. Data from the CSS Bi-Annual Statistical Report (April 22-Sept. 22), found that 26% 
of clients identified finding housing accommodations as a primary challenge they faced 
during their first year in Canada. 
 
Leamington reported that ongoing housing shortages across Ontario are causing delays in 
client settlement services. Due to rising rental costs in the province, and no increase in 
income assistance for GARs, RAP SPO’s are struggling to find suitable housing options for 
clients. This challenged was echoed by Kitchener. 
 
Fredericton added they are experiencing challenges finding housing options for all clients, 
particularly large families, single individuals, and people with disabilities. They reported that 
available housing options are often in poor conditions in need of repairs, resulting in clients 
experiencing high rates of heating and power bill costs. As a result, many clients are forced 
to turn to their only other viable option, New Brunswick Housing Program, however, this 
program is overwhelmed resulting in long wait times and lack of acceptance in some cases.  
 
Hamilton reported that housing insecurity has resulted in clients living in temporary housing 
for longer, limiting their ability to access essential services that require a permanent 
address. This challenged was echoed by Medicine Hat who reported that clients are unable 
to apply for Alberta Health Cards until they have a permanent address. As a result, clients 
living in temporary accommodations are required to pay out of pocket for health care 
services. 
 

3. Delays in required immigration documentation  
 
CSS Sites in Hamilton, Fredericton, Red Deer, Leamington and Ottawa reported a high 
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number of arrivals lacking appropriate documentation and delays in clients receiving 
necessary documents.  
 
Hamilton reported clients lack of proper documentation including permanent resident and 
SIN cards, resulting in clients unable to receive necessary services including CTB, 
HST/GST and employment until they receive correct immigration documents. Fredericton, 
Leamington and Ottawa echoed this challenge, with Ottawa noting that delays have 
impacted client’s overall well-being, access to essential services and in some cases, led to 
serious financial issues. 
 
Similarly, Red Deer reported that long wait times and delays in citizenship and sponsorship 
applications have exacerbated clients’ feelings of anxiety and frustration particularly 
surrounding family separation during the COVID-19 pandemic.  
 

4. Influx of high needs clients  

CSS Sites in Fredericton, Saskatoon (GGP) and Hamilton reported an increase in high 
needs clients without an increase in human resources which is leading to staff overload and 
delays in application processing. 
  
Fredericton reported high caseloads due to an influx of high needs clients who require 
extensive support including people with disabilities and chronic health conditions, single 
women and older adults. Fredericton added that four full time CSS Caseworkers and 1 part 
time Caseworker are required to balance a caseload of approximately 55 cases and 250 
individuals. Saskatoon (GGP) echoed this concern, stating Caseworkers are over capacity, 
caseload numbers are not sustainable long-term, and they do not have enough office space 
for staff.   

Further, Wesley reported that due to an influx of new arrivals in a short period of time, they 
have experienced backlogs in processing client applications. 
 

5. Interpretation 
 
According to the CSS Bi-Annual Statistical Report (April 22-Sept. 22), 25% of clients 
indicated interpretation a primary challenge they faced during their first year in Canada.  
 
CSS Sites in Fredericton, Hamilton and Saskatoon (GGP) reported language barriers as a 
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.  
 
Fredericton reported that there is a shortage of training community interpreters who speak 
Dari, Pashto and Somali. Hamilton added that finding interpretation for medical 
appointments has been a specific challenge, inhibiting client’s ability to access accessible 
and informed health services. 
 
Recommendations for IRCC: 

• Simplify IRCC Housing Top-up Allowance procedures.  
• Increase funding to hire additional Caseworkers to reduce staff burnout and high 

caseload. 
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• Consider policies that define Caseworker workload. 
• Develop productive modes of communication to address concerns with PR card 

status and other relevant documentation.  
 
 
 
 
Outstanding Advances 
 
N/A 
 
 
Follow-up 
 
N/A 
 
 
Successes/Promising Practices 
 
Indirect Services – Coordination team: 
 

• Expansion of CSS Network: 5 New Partner Sites 
 
During this reporting period, the CSS network has expanded to welcome 5 new partner 
sites, three of which offer services tailored to Francophone newcomers.  
 
The CSS National Coordination Team has effectively onboarded new partner sites by: 
 

o Hosting introductory meetings with each respective new Site to provide an 
overview of the CSS model and gain a deeper understanding of Site logistics, 
challenges and identify areas for support.   

o Facilitated CSS Intensive Case Management for New Staff Orientation (ICM) 
and National Database (ETO) training sessions. 

o Providing Site staff with access to relevant documentation and resources 
available on CSS LMS Moodle.  

o Enrolled new Sites in the CSS Mentorship Program and strategically paired 
new Sites with long-time CSS partner Sites to facilitate knowledge sharing 
and community support. 

o Shared best-practices and relevant CSS updates through ongoing email 
communications, bi-weekly emails and e-bulletins.  

 
New Site staff have become fully immersed in the CSS network with Site representatives 
joining CSS committees and working groups and serving as active members of the CSS 
community.  
 

• Mentorship: Return to In-Person Shadowing  
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Mentorship has proven benefits to support Sites with implementation of the CSS model. 
The mentorship program has been helpful for new (and existing) sites to gain a better 
understanding of the program, identifying gaps in current practices and implementation of 
the program, finding ways to bridge those gaps, share lessons learnt and best practices 
and, foster partnerships with sites.  
 
During the height of the COVID-19 pandemic, all CSS Mentorship initiatives were moved to 
a virtual format, with mentees and mentors hosting and participating in virtual shadowing 
sessions. During this reporting period, a slow integration back to in-person site visits have 
resumed with 2 Sites, Medicine Hat, and Prince Albert, attending on-site visits to their 
respective Mentor Sites (with more to follow).  
 
While the virtual model was successful, in-person shadowing offers visiting Sites (mentees) 
with a holistic understanding of the implementation of the CSS model and allows for 
practical and hands-on learning to take place.  
 
Direct Services: 25 national partners: 
 
Below are highlights of some of CSS Sites’ successes. 
 
SAAMIS Immigration Services Association, Medicine Hat:  
 
Successfully staffed two new positions to help manage staff caseload: Case Management 
Coordinator and Health & Wellness Coordinator. The Health & Wellness Coordinator is a 
newly created position designed to offer clients a comprehensive understanding of available 
health care services through information sharing, orientations and presentations.  

Global Gathering Place, Saskatoon: 
 

o Collaborated with the Saskatchewan Health Authority to provide an on-site nurse 
practitioner at a hotel where large numbers of refugee clients are living temporarily. 
This has proved highly successful for clients who are able to consult with a health 
care professional on site, access necessary prescriptions and reduce triaged wait 
times for more serious cases at the local hospital emergency room. 

 
o Created informative videos answering commonly asked questions by clients and 

offering additional resources. The videos were emailed to clients and made available 
on GGP’s YouTube channel. 
 

Multicultural Association, Chaleur Region (MACR), Bathurst: 
 
Successfully completed their first intake of clients and provided temporary housing, 
enrollment in language courses, and organized a potential employment opportunity. 
 
Reception House Waterloo Region, Kitchener: 
 

o Participated in the KW4 OHT local health system transformation process and co-
lead the Refugee Health Working Group designed to improve refugee health 
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services. 
 

o During this reporting period, Reception House Waterloo experienced higher numbers 
of youth interested in community engagement opportunities. As a result, another 
round of the Youth Music Program was offered to 8-12 youth participants, exceeding 
the maximum number of 10 and Art programming was expanded to offerings twice 
per week.  
 

Catholic Centre for Immigrants, Ottawa: 
 

o Due to the influx of Afghan refugees, Ottawa hired two Dari/Pashto speakers who in 
conjunction with senior staff develop workshops tailored to Afghan needs. 
 

o Ran queries on the postal codes of the areas with long power outages in Ottawa 
caused by a severe storm with high winds on May 2022. Prioritized GARs in affected 
neighbourhoods and responded by providing information about essential services 
and delivering donated food boxes and food vouchers (over $2,000 in value) to over 
100 GARs.  
 

o Participated in a meeting hosted by the Ottawa Local Immigration Partnership which 
brought together partners for discussions and actions dedicated to providing 
equitable services to GARs and sharing best practices and resources relating to 
health and well-being in the COVID-19 context. 
 

Wesley, Hamilton: 
 
To support the mental health and well-being of GAR clients, provided 1-1 counseling to 17 
clients, offered proactive teaching around health and wellness, and hosted virtual 
workshops and training sessions to 27 clients.  
 
Multicultural Association of Fredericton Inc, Fredericton: 
 
Due to its success, MCAF has continued the Food Distribution Program (FDP) in 
partnership with Fredericton Community Kitchen, Oromocto food bank, community food 
centers Canada and the Second Harvest. This program is designed to provide clients with 
timely access to food and alleviate barriers to food access. Based on clients’ needs 
assessments, food was delivered weekly to high priority clients without means of 
transportation, medium and low priority clients were able to pick up food on site.  
 
 
Client Success Stories: 
 

1. Wesley, Hamilton: 
On November 16, 2022, a family of six arrived at Wesley from Malaysia. The family 
was highly motivated to learn and begin contributing in their community. During the 
family’s first needs assessment, the eldest son (25) expressed a strong interest in 
working in the trades, specifically in manufacturing. The case manager began 
connecting the eldest son with job training programs and employment agencies to 
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help facilitate skill development in his area of interest and support his career goals.   
 
The family experienced financial hardship and struggled to make ends meet due to 
the high cost of rent and essential living expenses. The eldest son shouldered a lot 
of the familial responsibilities having three younger siblings, one of whom has high 
support needs in relation to a disability impacting his mobility and cognition. Doing 
his part to assist their single mother, the eldest son would often complete his 
courses online from home while caring for his brother.    
  
In the just over six months-time since arriving, the eldest son has successfully 
obtained a Machine Operators certificate which provided him with hands on 
experience working in Canadian manufacturing. With this newly developed skillset 
and the support of Wesley and other community partners, he was successful in 
securing employment in a factory in Hamilton and will begin his new role in June 
2022. 
 

2. Catholic Centre for Immigrants, Ottawa: 
Even before M moved from Reception House, CSS engaged in supporting his 
educational aspirations. The young man from Afghanistan wanted to continue 
studies in electrical engineering.  After orienting and connecting the client to 
accreditation services and a language assessment, CSS supported M to apply to the 
Electrical Engineering program at the University of Ottawa (U of O). 
 
Staff followed the guidance of a post-secondary liaison and M was given an offer of 
acceptance by the university - It was conditional that he takes part in an intensive 
English upgrading course at a cost of $6,000, not covered by the Ontario Student 
Application Program (OSAP).  The CSS Caseworker called the university and 
explained the importance of easing the resettlement process of refugees who are 
rebuilding their lives in Canada. The day after the call, M received a scholarship to 
the English Intensive Program that will cover the tuition costs of the course (valued 
at $6016.00). 
 

3. Reception House Waterloo Region, Kitchener: 
A single client who arrived in Canada in August 2021 with extensive restaurant 
management experience was supported through case management assessments, 
referrals, and partnerships in the community to find work in his field.  Even though 
the client had low English language benchmark indicators, he was provided with 
networking opportunities in the field – restauranteurs who spoke his language. The 
client has used these connections to work and has since been promoted to 
supervisor after 3 months. This person has also become a mentor to youth who are 
building their confidence to access employment services. 
 

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

- The two CSS Program Coordinator positions were filled in July 2022. 
 

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. 
 
 

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. 
N/A 

 
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) 


