FOREWORD
Citizenship and Immigration Canada, Ontario Settlement Directorate is pleased to be supporting
information and referral (I&R) training and associated training resources for ISAP and other
settlement funded organizations.
ISAP and complementary services are intended to facilitate the successful settlement and
integration of immigrants and refugees into the various fabrics of life in Canada. The
effectiveness of these services is improved when applying set standards for information and
referral. Findhelp Information Services, with input from the Training Advisory Group and other
settlement representatives, have developed I&R training for ISAP and other settlement funded
organizations for the purpose of enhancing settlement workers’ abilities to serve their clients.
The importance of I&R has been elevated from simply being one ISAP activity to an integral part
of the information and orientation, as well as, needs assessment and referral delivery streams in
the new modernized logic model.
GEORGE ARCE | Regional Program Advisor
CIC Ontario Settlement Directorate

Working with enthusiastic representatives from the settlement field, the I&R training project
team has now engaged approximately 1000 Ontario settlement workers in an Information &
Referral (I&R) training program focusing on learning the fundamentals of I&R, communications
skills, and in understanding the human services system.
At Findhelp Information Services we adhere to and promote professional standards and best
practices in information and referral. Developing curriculum and delivering community-based
I&R training for settlement workers throughout Ontario has been a professionally rewarding
project that is deeply connected with the goals of our organization.
Together with our colleagues at CIC Ontario Settlement Directorate we have created a training
program that demonstrates a commitment to serving newcomers to Canada. The impact of the
training program will make a significant difference to the delivery of settlement services in
Ontario. I would like to thank and recognize that this achievement would not have been possible
without the visionary approach of CIC Ontario Settlement Directorate.
The project success is also due to the collaboration and dedication of the representatives from
the settlement organizations and those that served on the Training Advisory Group who willingly
gave of their time and expertise. Congratulations to all on a job well done!
JANICE HAYES | Executive Director and CEO
Findhelp Information Services

GROUND RULES
Some ground rules that past participants have suggested are:


Share air time



Listen actively — respect others when they are talking



Respect confidentiality



Spell out acronyms



Respect differences in knowledge and ability — avoid being judgmental



Accept respectful critique – don’t fear well-thought-out critique and
challenges



Do not invalidate somebody else’s story with your own spin on their
experiences



Don’t personalize critiques — ideas may be challenged but not the person



Arrive on time and have trainers end the workshop on time

PURPOSE AND OBJECTIVES OF THIS TRAINING
The purpose of the information and referral (I&R) training is to facilitate settlement and
integration of immigrants and refugees into all aspects of Canadian life by improving I&R in
agencies funded by the Immigrant Settlement and Adaptation Program.
Ideally, immigrants and refugees achieve full equality and freedom of participation in Ontario.
Settlement counsellors provide direct front line services that cover a range of needs for
immigrants and refugees. Perhaps the most important role of a counsellor is providing
information and referral, one of the five functional areas of settlement work. Settlement
workers provide newcomer orientation for both individuals and groups, supply information on
the full spectrum of social and human services, make referrals to appropriate organizations and,
where warranted, offer advocacy.
This training focuses on the performance-based competencies that settlement counsellors need
to provide effective and meaningful I&R. It involves much more than giving out a phone number
or providing directions. Information and referral is the art, science and practice of bringing
people and services together. It has been proven to be a critical factor in the successful
settlement, integration and adaptation of immigrants in Ontario.

CONTENTS
UNIT 1: INFORMATION, REFERRAL AND SETTLEMENT WORK | 3
Core Values and Best Practices in Settlement Work
Characteristics of Information and Referral
Standards for Professional I&R

UNIT 2: THE INFORMATION, ASSESSMENT AND REFERRAL PROCESS | 13
The Preparation Process
Steps in the Information, Assessment and Referral Process
Asking Questions Effectively

UNIT 3: CLIENT SERVICES AND DIVERSITY | 29
The Five Drivers of Client Satisfaction
Video: Give’ em the Pickle
Basic Tips for Working with Diverse Populations

UNIT 4: UNDERSTANDING THE HUMAN SERVICES SYSTEM | 39
Employment Programs
Credential Evaluation
Financial Assistance Programs
Ontario Works
Mandatory Benefits of Financial Assistance
Ontario Disability Support Program
Employment Insurance (EI) Benefits

Income Security Programs
Canada Pension Plan
Housing
Health Benefits and Services
Assistive Devices Program
Ontario Drug Benefit Program
Immigration and Citizenship
Education

USING ONLINE RESOURCES AS A SETTLEMENT WORKER: TIPS AND TOOLS | 85
APPENDIX: HELPFUL WEBSITES FOR SOCIAL AND SETTLEMENT WORKERS | 91
GLOSSARY OF TERMS | 97

© 2010 Findhelp Information Services. All rights reserved.
Information in this workbook may not be reproduced or
redistributed in any manner whatsoever without prior
written persmission from Findhelp Information Services
Contact: Faed Hendry, Manager, Training and Outreach
Findhelp Information Services
543 Richmond St W, Ste 125, Box 203
Toronto, ON M5V 1Y6
Tel: 416-392-4544 | e-mail: fhendry@findhelp.ca

GROUP EXERCISE
RESOURCE | HANDOUT #1 HUMAN SERVICE
Please answer the 25 questions on the handout. You can share and exchange answers with
other participants. Take no more than 10 minutes to complete this exercise.
Let’s debrief now. No doubt some of you found this exercise challenging … it is.
This exercise demonstrates:


What you know as a settlement worker and what you don’t



The range and types of inquiries that you might encounter



The informational needs of newcomers and immigrants



The need to share and exchange information as settlement workers



That there is always going to be more to learn and know

However, knowing the answers to these questions is not as important as knowing where to find
the answers. This is where the skill of information retrieval comes into play. As a settlement
worker, you will need to know how to use a variety of resources to obtain information quickly.
There is no definitive source of information that would have allowed you to answer all of those
25 questions.
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LEARNING OBJECTIVES
To identify the core values and best practices in settlement work
To review the AIRS Standards for Professional Information &
Referral and Quality Indicators and discuss its relevance and
application in settlement work
To review and discuss the Organizational Standards Initiative
Every day, hundreds of immigrants and refugees start the process of making Ontario their home.
Settlement is often not easy and it can take many years to happen. Newcomers must find a
home, secure employment, learn a new language and culture and make a new network of
friends and acquaintances. The settlement process can be viewed as a continuum as newcomers
move from acclimatization to adaptation to integration. It can also be seen as a dynamic longterm, process that benefits society as well as the client.
Information and referral plays an important part in the settlement process right from the
moment someone sets foot in Ontario. Here are some of the types of questions that newcomers
may ask:
Where do I go for housing?
How do I enrol my children in school?
What kind of work can I find?
How do I get my credentials assessed?
What types of training programs are available?
The list of questions and needs that newcomers may have is limitless.
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CORE VALUES AND BEST PRACTICES IN SETTLEMENT WORK
Within the settlement service field, there is an increasing recognition of the need for a more
systematic sharing of experiences, particularly of innovations and successes. The Organizational
Standards Initiative was designed to facilitate dialogue on organizational standards and develop
capacity building tools for immigrant and refugee serving organizations.
Best practices usually emanate from organizational or systemic core values. The settlement
services sector has had values in place for some time.

12 Core Values of Settlement Work
In the Canadian National Settlement Service Standards Framework, the Canadian Council
for Refugees identifies 12 core values upon which Best Settlement Practices are based. (The full
document can be accessed on the Settlement.Org website in the "At Work" section.)
1. Access — Services are accessible to all who need them.
2. Inclusion — Services are offered in an inclusive manner, respectful of and sensitive to
diversity.
3. Empowerment — Clients are empowered by services.
4. User-defined services — Services respond to needs as defined by users.
5. Holistic approach — Services take into account the complex, multifaceted, interrelated
dimensions of settlement and integration.
6. Respect for the individual — Services are delivered in a manner that fully respects the
rights and dignity of the individual.
7. Culturally sensitive — Services are delivered in a manner that is culturally sensitive.
8. Community development — Services promote the development of newcomer
communities as well as newcomer participation in the wider community and develop
communities that are welcoming of newcomers.
9. Collaboration — Services are delivered in a spirit of collaboration.
10. Accountability — Service delivery is made accountable to the communities served.
11. Orientation towards positive change — Services are oriented towards promoting
positive change in the lives of newcomers and in the capacity of society to offer equality
of opportunity for all.
12. Reliability — Services are based on reliable, up-to-date information.
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CHARACTERISTICS OF INFORMATION AND REFERRAL
The core values of settlement work are similar to those of information and referral. A number of
essential characteristics and principles of an I&R service are designed to ensure fair, equitable
and effective service delivery. The following are some of the essential characteristics that should
define an I&R service:

Accessible
An I&R agency should be accessible to everyone in the community who needs and/or wants its
services. The provider should use whatever means are effective in bringing the I&R service to
clients. This concept addresses many barriers to service, including physical accessibility and
language and cultural access.

Accountable
An I&R service should be accountable to the people and the community it provides services to. It
must also report and communicate with appropriate agencies, funders and planning bodies.

Confidential
Services provided by an I&R organization are confidential. Information obtained during an
assessment must not be shared with others unless the client has given his or her permission.
Information can also be shared if clients are in danger of harming themselves or others, or when
release of information is required by law.

Efficient
An I&R service should be efficient. To operate as a vibrant and responsive organization,
resources must be carefully harnessed to ensure an adequate number of trained staff can
provide I&R services and maintain resource databases. As well, organizations must budget for
supervisors and managers.

Flexible
An I&R service should be flexible and able to adapt to the needs of the community (rather than
the other way around).

Friendly
I&R staff should be friendly. Friendliness can be communicated by staff who answer the phone
in a warm voice or by a welcoming atmosphere in a waiting room. Friendliness helps clients feel
comfortable using the service and sets the stage for the remainder of the process.
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Neutral
An I&R service should be non-political, non-sectarian and non-judgmental. The service must be
available and open to all people, regardless of their background or affiliation.

Optimum breadth and depth of scope
To fulfill its mission of bringing people and services together, a comprehensive I&R service
should be able to provide information about the entire spectrum of human services in its area.
Specialized I&R services may maintain more in-depth information about a narrower subset of
organizations.

Reliable
Reliability is essential to maintain the community’s respect for and trust in the services provided
by the I&R service. Information in the resource database should be accurate and referrals should
be appropriate.

Respectful
Services provided by an I&R agency should respect the inquirer’s dignity. Care should be taken
not to stigmatize the inquirer or say anything that makes him or her feel ashamed or deficient
because they need assistance.

Sensitive
I&R staff should be sensitive to the feelings and problems of all people. This means paying
attention to what a person says and does as well as to what they don’t say or do.
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QUESTIONS
What are some other key characteristics of I&R programs?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
How do you think the core values of settlement work relate to the provision of information and
referral?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
Why do you think standards for settlement work and for information and referral are important
and/or necessary?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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STANDARDS FOR PROFESSIONAL I&R
The Alliance of Information and Referral Systems has developed Standards
for Professional Information and Referral that provide clear expectations for
I&R services. The standards establish reference points that define expected
practices within the field. These standards:


Define the information and referral process in concrete terms



Establish criteria for database development



Mandate support for community planning activities



Incorporate a broad view of collaboration at the local level, state or
provincial, regional and national levels



Include provisions for the socially responsible use of technology; and
describe the role of information and referral services in times of disaster.

The complete AIRS standards for professional I&R can be downloaded from the AIRS website, at
www.airs.org. The following table shows the six areas covered by the standards. Every standard
has a number of quality indicators that can be used to determine the degree of adherence to
the standards and achievement of quality goals.

The AIRS Standards for Professional Information and Referral

Area I

Service Delivery Standards

Area II

Resource Database Standards

Area III

Reports and Measures

Area IV

Cooperative Relationships

Area V

Disaster Preparedness Standards

Area VI

Organizational Effectiveness
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Organizational Standards Initiative
The Ontario Council of Agencies Serving Immigrants (OCASI) has implemented an Organizational
Standards Initiative (OSI) that focuses on capacity development, standardization and
professionalization of the agencies that serve immigrants and refugees. The OSI aims to
strengthen organizational capacity. It demonstrates accountability and a commitment to
providing high-quality services to immigrants and refugees.
Just as there is a need and support for standards in the information and referral field, there is a
strong push for standards in agencies that serve immigrants and refugees. Because settlement
agencies are increasingly interdependent, a shared approach is needed to strengthen and
professionalize the sector.
There is a groundswell of support in the settlement services sector to formally adopt and
implement a compulsory set of standards. The sector is at a point where it can put into writing
the practice and knowledge base of settlement service provision.
The development of standards can provide legitimacy to the sector by clearly communicating its
goals and activities and reassuring stakeholders concerned about quality of service. Clearly
articulated standards will result in common understandings and will facilitate cross-referrals and
partnerships amongst agencies. They can provide direction to fledgling agencies, and existing
organizations can review their programs based on the standards.
The primary purpose of establishing sector specific standards is to meet the complex settlement
needs of newcomers by providing high-quality, relevant and effective services. Strengthening
settlement agencies ultimately means strengthened communities.
Standards refer to desired and achievable levels of performance that can be measured.
Organizational standards focus on developing the core foundation on which services are built.
The standards that the OSI has developed are divided into four main categories:


A Community-Based Approach



Governance and Strategic Leadership



Operations



Human Resources

SETTLEMENT INFORMATION AND REFERRAL TRAINING | 9

The community-based category covers issues related to strengthening communities, addressing
equity and accessibility concerns and developing co-operative relationships.
The governance category includes strategic leadership and planning, board roles and
responsibilities, and board structure and operations.
The operations category includes internal systems such as organizational structure,
communications and decision making. It also covers organizational culture, leadership and
capacity development, physical and technological infrastructure and financial management.
The human resources category covers building positive work environments, hiring, engagement
and training of staff, and managing volunteers and students.
Standards are not meant to be overly burdensome or to put constraints upon an agency’s
flexibility and autonomy. Compliance with the standards is voluntary and they are only intended
as guidelines. There is currently no accreditation process for settlement agencies as there is for
Family Service Associations, Community Health Centres or Community Information Centres.
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QUESTIONS
What are some of the benefits of adopting and adhering to standards created by the settlement
services sector?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

What do you see as some of the challenges or difficulties in adopting or adhering to standards?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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The OSI has created a useful website (www.orgwise.ca) that provides over a hundred resources,
tools and sample policies that settlement agencies can use to help develop strong, accountable
and viable organizations. The resources have been culled from various organizations and may be
considered “best practices”. These resources include:


Accessibility Checklist



Advocacy Guide: Eight Steps to Strategic Advocacy



Anti-Oppression and Diversity Policy



Client-Centred Practice Guidelines



Cross-Cultural Interviewing



Organizational Standards for Ontario’s Immigrant and Refugee Serving
Sector
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LEARNING OBJECTIVES
To be able to identify and apply performance-based competencies
that enable the provision of high-quality information, assessment
and referral
To identify the challenges of information and referral
To review and apply the steps in the information, assessment and
referral process including active listening
While both the organizational standards for agencies who serve immigrants and refugees and
the AIRS standards for I&R provide specific guidelines about governance, human resources, cooperative relationships and client-centered approaches, staff of individual settlement agencies
are responsible for adhering to these standards. An agency’s effectiveness in helping
newcomers adjust, adapt, integrate and succeed is often tied to the knowledge, skill and
competency of its settlement workers.
The interaction between settlement workers and clients is critical in establishing trust and
rapport and helps to initiate the settlement and integration process. Well-developed
interpersonal skills play a vital role in determining the success of each interaction.
Simply put, interpersonal skills refer to how we relate to others in social interactions. Effective
interpersonal skills include being able to support and encourage others, give and receive
constructive criticism, and negotiate. These skills and aptitudes also include active listening,
valuing opinions, and clearly conveying “your point.”
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The information, assessment and referral process is heavily influenced by the interpersonal skills
of the settlement worker. I&R is a complex and dynamic process which involves thoughtfully
working with people, properly assessing the clients, listening to and understanding their needs
and problems, and then carefully guiding them through the maze of community, government
and social services. In addition, they must communicate complex eligibility requirements and
application procedures to the client. Effective I&R helps individuals access services that best
address their needs.
The goal of I&R is to effectively communicate information that will enable and facilitate client
access to services. The two major components of I&R are the content (the information itself)
and the process (the way the information is communicated).
For I&R to be effective, both the information and the way it is communicated need to be of
high-quality. Effective communication, which is a cornerstone of successful I&R, can be
described as the process of understanding and being understood.
Many challenges can arise before, during and after the information, assessment and referral
process. The exchange of information between the settlement worker and client can be derailed
by numerous obstacles and pitfalls.

GROUP DISCUSSION
What are some of the challenges and barriers to providing effective information and referral?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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Settlement workers must possess many competencies in order for the information, assessment
and referral process to flow smoothly and be successful. These performance-based
competencies can be divided into the areas of knowledge, skill, and work-related attitudes and
behaviours.
Knowledge refers to the information or facts needed by the settlement worker. Skills are the
abilities and aptitudes required for an effective interaction between the settlement worker and
the client. Work-related attitudes and behaviours are the feelings and viewpoints of the
settlement worker.

GROUP EXERCISE
Break up into small groups of three or four persons and identify the top four things settlement
workers need to know, top four skills that they must possess, and the top four work-related
attitudes and behaviours. Please rank them in order of importance and justify your ranking.

Knowledge – Four things settlement workers must know are:
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Skills – Four abilities or aptitudes that settlement workers must possess are:








Work-related attitudes and behaviours that settlement workers must demonstrate are:
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THE PREPARATION PROCESS
Prepare the physical environment
As settlement workers, a significant part of your day is spent speaking with clients, responding
to inquiries, providing information and referral, and facilitating groups. The physical
environment plays a critical role in your ability to provide excellent service to clients. Little
things like having an orderly desk, comfortable seating and immediate access to your resources
make a big difference. Get organized and create a comfortable environment before you begin
interacting with your client.

Know your tools
You will not have the answer to every question off the top of your head. You will need to use a
wide range of print and online resources to access pertinent information in a timely manner. Are
your websites organized into folders? Do you know where to go to find information you need?

Always be ready for anything
In many instances, you will not know why a client has come to your agency. In settlement work
you can’t anticipate the full spectrum of inquiries you will receive. What is the purpose of the
client’s contact or visit? What does he or she want from you? How does the client feel about his
or her problem or situation? Regardless of why the client has contacted you, it is your job to
provide each client with high-quality service.

Understand the Complexity of the Human Services System
Newcomers require a great deal of information, including how to:


Enrol children into day care



Find employment



Have their educational documents translated and evaluated



Learn about training programs

The information you provide is the bridge that provides access to needed programs and
services.
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You should understand the various services provided by municipal, provincial and federal
governments. You should also be aware of the eligibility criteria and application procedures for
key programs. While it is no longer possible for any one individual to know all the details about
every service or program, you must be aware of the size and complexity of the human services
system.
Keep your information up-to-date.
Information changes daily. Therefore, it is vital to keep your sources up-to-date. At best, out-ofdate information is useless; at worst, it can be harmful. You must have confidence that the
information you provide is accurate and up-to-date --always verify information if you are unsure
about its accuracy.

Know the Limits of Knowledge, Authority and Skill
It is important to acknowledge when a client needs more assistance than we can provide.
Perhaps, the client needs a more in-depth assessment, which may be better provided by a
doctor, public health nurse or social worker. A client may need an advocate, someone who is in
a position that allows him to act on his behalf.
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STEPS IN THE INFORMATION, ASSESSMENT AND REFERRAL PROCESS
It is helpful for settlement workers to think of information and referral as a process that has
clearly defined steps or stages.

The Greeting and Contact
The initial contact with the client may prove to be the most important stage of the interaction as
this is where trust and rapport are developed. The contact stage starts with the initial greeting
or introduction. It can set a positive or negative tone for the entire interaction. The greeting also
reflects your ability and enthusiasm. It should communicate that you are ready and willing to
help, and it should leave a positive, lasting impression.

GROUP DISCUSSION
What are some techniques you can use during the initial greeting and contact stage to help
foster trust and rapport?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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Apply Active Listening Techniques
Active listening can be described as the process of receiving, attending to and understanding
auditory messages. Listening is the single most important aspect of your interaction with the
client. Everything flows from your ability to give the client your undivided attention and focus.
Listening shapes your understanding, dictates appropriate responses and fosters a positive
interaction with the client. A number of active listening skills and techniques can be applied to
interactions with clients.
Settlement workers need to communicate effectively with all clients. In simple terms, effective
communication is the process of understanding and being understood. The best way to
understand your clients is to listen to them. Active listening means listening with concentration
– it is an active, rather than a passive, behaviour. As a settlement worker you must:


Pay attention to what is said and understand the words.



Listen for the meaning of what the client is saying — are any additional
messages being communicated by his or her tone or body language?



Use focused questions to flesh out what clients are telling you as well as
what they aren’t telling you.



Show the client you have heard and understood what they have said:
Repeat points the client has made
Paraphrase what he or she has said, using phrases like “in other words …,”
“if I understand you correctly …,” “so what you’re saying is….”
Summarize the key elements of what the client has told you.

The Three Models of Listening
Competitive or Combative Listening happens when we are more interested in
promoting our own point of view than in understanding or exploring someone else’s
view. We either look for openings to take the floor or for flaws or weak points we
can attack. As we pretend to pay attention, we are impatiently waiting for an
opening or internally formulating our rebuttal.
In Passive or Attentive Listening, we are genuinely interested in hearing and
understanding the client’s point of view. We are attentive and passively listen. We
assume that we heard and understood correctly, but we stay passive and do not
verify the information.
In Active or Reflective Listening, we are also genuinely interested in
understanding what the client is thinking, feeling or wanting. We check out our
understanding before we respond with our own message. We restate or paraphrase
our understanding of his or her message and reflect it back to the client for
verification. This feedback distinguishes active from passive listening and makes it
an effective tool.
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Listening barriers — Pitfalls to Avoid
Most people spend more time listening than they spend on any other form of communication,
yet a large number of people never learn to listen well. The following list contains some of the
most common poor listening habits:
The Drift
Although people can listen to up to 450 words per minute, the average person talks at a rate of
about 125–175 words. As a result, we sometimes “listen with one ear” and think about
something else at the same time. If you drift off like this, you lose focus on the client’s words. If
you concentrate too much on something else, you suddenly find that the client has stopped
talking and you have no idea what they have said.
Jumping to Conclusions
As a settlement worker you may get many inquiries of a similar nature. Sometimes, you may
stop really listening because you think you know what the client is going to say. While you may
be right about the general nature of the inquiry, you are likely to miss valuable details, which
the client will later have to repeat.
Interruptions
Although some circumstances may warrant interrupting a client, it is generally a bad habit. The
client may think you don’t respect them or think they are important or have the time to listen.
The best way to interrupt without sounding rude is to interject with the client’s name. If you
don’t know their name, another option is to say firmly “I’m sorry to interrupt but could you just
tell me ….”
Overreacting to "Push Button" Emotional Words
Words can be powerful triggers. Sometimes we only listen for a point of disagreement or until
we can get a word in edgewise to prove our point – this is competitive and combative listening.
Recognize what words or opinions trigger you and respond thoughtfully rather than reacting out
of frustration.
Rehearsing
A common listening barrier is planning what you are going to say back to the client rather than
listening to what he or she is actually saying. This will get you in trouble if your response is
inconsistent with what the client has said.
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The Needs Assessment, Clarification and the Art of Questioning
Before you give information to a client, you first need to get information from him or her. This
involves asking the right questions in the right way. Effective questioning is a fundamental skill
needed by every settlement worker. It can help you to:


Get the facts



Gather better information



Connect with clients in a more meaningful way



Guide the conversation in a particular direction



Confirm that you’ve understood what the client has said



Get information about what the client is thinking and feeling

You usually need to obtain specific information about:


The client’s need



How quickly he or she needs the service



Who the service is for



The address or location of the person who needs help



Previous attempts at getting help for the situation

Sometimes you have to ask a client a number of questions to understand the details. Many
settlement workers have probably been asked a question such as, “I am looking for
employment…..can you help me?” What has the client told you? Not much really. Sometimes
you have to ask a client a number of questions to understand the details.
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GROUP EXERCISE
Break up into small groups of three or four persons and identify what questions you would ask
and why would you ask them.

 ____________________________________________________________________________
______________________________________________________________________________

 ____________________________________________________________________________
______________________________________________________________________________

 ____________________________________________________________________________
______________________________________________________________________________

 ____________________________________________________________________________
______________________________________________________________________________

 ____________________________________________________________________________
______________________________________________________________________________
You need to ask the right questions in the right way so that you will engage people and get the
information you need. Do it the wrong way and you may put the client off. Do not ask questions
in a rapid-fire manner as the client may feel as if he or she is being interrogated. Ask your
questions in a logical sequential order – the art of questioning lies in knowing which questions
to ask when. As well, always have a reason for every question you ask and let the client know
what that is.
Effective questioning is a skill that can be learned, practiced and improved upon. It is part of the
clarification and needs assessment process, which can be defined as understanding the nature
and extent of a client’s problem or need. Using the proper skills and techniques to assess a
problem involves mutual co-operation between the settlement worker and the client. It involves
asking relevant questions, gathering pertinent information and assessing urgency. Realize that
you can always learn more about the client’s needs, priorities and situation.
The needs assessment is the critical part of the information and referral process. It may help to
ask clients how they would like to be assisted or what their expectations are. This may focus the
client, allowing you to get the information you need. You can’t help clients if you don’t know
what they want.
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ASKING QUESTIONS EFFECTIVELY
Knowing what type of question to ask can be as important as the actual question. Below are
some common questioning techniques, and when to use them:

Open and Closed Questions
A closed question usually receives a single word or very short, factual answer. For example, "Are
you currently employed?" The answer is "Yes" or "No"; "Where do you live?" The answer is
generally the name of your town or your address.
Open questions elicit longer answers. They usually begin with what, why, how. An open
question asks the client for his or her knowledge, opinion or feelings. "Tell me" and "describe"
can also be used in the same way as open questions. “What happened when you spoke with the
employment counselor?” “What advice did they give you?” “Can you describe your
circumstances in more detail?”
Open questions are good for:


An open conversation



Finding out more detail



Finding out the other person's opinion or issues



Warming up the group for discussion

Dangers of open questions are:


Difficult to control or curtail



May take discussion into unknown/unwanted territory

Closed questions are good for:


Testing your understanding, or the other person's



Concluding a discussion or making a decision

Dangers of closed questions are:


Can hinder conversation



Lead to silences as participants search for correct answer



If used often may seem like an interrogation
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Probing Questions
Probing questions is a strategy for finding out more detail. Probing questions are intended to
help the client think more deeply about the issue at hand. Sometimes it's as simple as asking
your client for an example, to help you understand a statement they have made. For example,
“What would the consequences be for not having your educational documents evaluated?”
would constitute a probing question.
Probing questions are good for:


Further clarification to ensure you understand the whole story



Getting clients to open up and share, particularly if they are not forthcoming
with information.

Leading Questions
Leading questions try to lead the client to your way of thinking. They can do this in several ways:


With an assumption: “How do you think your ability to speak several
languages can help you with your job search?” This assumes that language
skills are helpful with employment prospects.



Giving people a choice between two options, both of which you would be
happy with. The choice of "neither" is still available when you ask “Which
would you prefer of A or B”, but most people will be caught up in deciding
between your two preferences.

Leading questions are good for:


Getting the answer you want but leaving the other person feeling that they
have had a choice.



Closing a segment of the session or the session itself. “If that answers all of
your questions, shall we wrap it up?”



Use leading questions with care. If you use them in a self-serving way they
can be seen as manipulative and dishonest.
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Referrals
Providing referrals involves assessing the needs of the client and identifying how and by whom
those needs can be met. Virtually every program and service, everything from child care to
language training to health care, has eligibility criteria and an application process. It is critical
that you find out whether clients meet the eligibility criteria of programs you might refer them
to. When giving referrals take care to explain eligibility requirements, hours of operation,
location and application procedures.
Some of you might tend to provide referrals before really understanding what the client wants.
You may make assumptions about a client’s need and rush to make a referral before fully
comprehending the problem. Proper information and referral takes time and patience. You
should focus on the quality of service delivery rather than the quantity.

GROUP EXERCISE
Break up into small groups of three or four participants. Identify eight different types of
eligibility criteria and the specific programs or services that use that type of criteria.
Type of Eligibility Criteria

Program or Service

Income Level

Ontario Works
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Summarize and Close
Information is only as good as a person’s ability to use it. If the client does not understand the
information it is of little value. Once you have relayed the information, ensure that the client has
understood it. This step lets you clarify, summarize and restate what has occurred during the
interaction.
The settlement worker does not always need to be the one summarizing information.
Sometimes, it may be more helpful and appropriate for the client to summarize what she or he
has understood. This will tell you whether or not the client has understood and can use the
information.
Closure is the final stage of the I&R process. Closure occurs after contact has been made, the
situation has been clarified and the referrals provided. Closure is the last contact a client has
with the settlement agency and may determine if he or she comes back or recommends the
service to family or friends. Always invite clients to contact you again if they require additional
information or assistance.
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LEARNING OBJECTIVES
To identify and manage the expectations of clients of settlement agencies

To identify and apply the five drivers of citizen satisfaction
To help identify the knowledge, awareness and skills you need to
provide quality I&R to clients from all kinds of cultural
backgrounds.
There are many definitions of client service. One of them describes client service as a series of
activities designed to enhance the level of client satisfaction — that is, the feeling that a product
or service has met the client’s expectation. It involves responding promptly and accurately to
client requests in such a way that each client feels valued, respected and understood.
It is a challenge for settlement organizations to meet the growing expectations of immigrants
and newcomers. New technologies have elevated client expectations and busy clients expect
service to be quick and easy to access. Generally, clients of settlement services want:


Access to information and services in person, by phone and online – in other
words, multi-channel access to information.



Access to information and services after normal business hours



One-stop shopping/first contact resolution



Information that is accurate, complete and appropriate



Service that is responsive, timely, efficient, helpful and friendly
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Whether your clients are looking for a language training program, need help with finding a job
or applying for a trade certification, the following three key areas concern them:

Product/Service
Did they get what they needed?
Is it a high-quality product/service?

Process
Was it easy to get what they needed?
Did they get the product or service when they needed it?

People
Were the service providers responsive, efficient and friendly?

GROUP DISCUSSION
What products/services do you provide at your settlement agency?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
How can you ensure that each client receives a high-quality product or service?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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THE FIVE DRIVERS OF CLIENT SATISFACTION
In 1998 the Institute for Citizen-Centred Service initiated a research study called the Citizens
First Report to investigate how Canadians perceive the services that their governments and notfor-profit agencies provide. The five drivers of satisfaction are the elements that most strongly
influence citizens’ perceptions of service quality.
1. Timeliness — “I was satisfied with the amount of time it took to get the service.”
2. Knowledge/Competence — “Staff were knowledgeable and competent.”
3. Courtesy/Comfort — “Staff went the extra mile to make sure I got what I needed … I
was treated in a friendly, courteous manner.”
4. Fairness — “I was treated fairly.”
5. Outcome — “I got what I needed.”
All five drivers define the service quality factors that matter most to clients. Providing good
service in all areas guarantees high service quality ratings from clients, something all settlement
agencies should aspire to.
You need to understand that effective client service is in the “eye of the beholder.” Some clients
may value timeliness over courtesy, while others may view outcome as the most crucial driver.
Knowing which driver is most important to the client can help you provide an effective service.

GROUP DISCUSSION
As a settlement worker, why do you feel that the five drivers of client satisfaction are important
in the provision of service delivery? What are some other important considerations for service
quality within your settlement agency?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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VIDEO: GIVE’EM THE PICKLE
Watch the following video, which addresses four key principles of client service:
Service — Make serving others your number one priority.
Attitude — How you think about your clients is how you will treat them.
Consistency — Set high standards and stick to them.
Teamwork — Look for ways to make each other look good.
How do these principles apply to settlement work?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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Cultural Competence and Communication
It is not possible for settlement workers to be aware of all of the various cultural values, norms,
nuances and practices that clients bring to an interaction. What is possible, and necessary in
cross-cultural encounters, is to be open, flexible and honest in the communication approach.
Most communication is cultural – it draws on ways we have learned to speak and give nonverbal
messages. We do not always communicate the same way from day to day, since factors like
context, individual personality, and mood interact with the variety of cultural influences we
have internalized that influence our choices. Communication is interactive, so an important
influence on its effectiveness is our relationship with others.

Do clients hear and understand what we are trying to say?
Are they listening well? Are we listening well in response?
Do their responses show that they understand the words and the
meanings behind the words we have chosen?
Is the mood positive and receptive? Is there trust between the settlement
worker and the client?
Are there differences that relate to ineffective communication, divergent
goals or interests, or fundamentally different ways of seeing the world?
The most important reason for settlement workers to understand cross cultural communication
is to improve relations with the diverse groups of clients that they are bound to encounter. If
left ignored, communication differences can lead to various types of miscommunication and
misunderstandings which may lead, in turn, to conflict.
Respond slowly and carefully in cross-cultural exchanges. Do not assume you know what the
client is thinking and trying to express. If communication problems develop because of cultural
differences, be willing to be patient and forgiving rather than hostile and aggressive.
Settlement work is largely about interacting with clients from all walks of life and backgrounds.
Every interaction can provide you with a “cultural learning moment,” that precise instant when
an interaction opens your eyes, alters your perceptions and fosters greater understanding.
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EXERCISE
Think about a “cultural learning moment” you have had, either personally or professionally.
What happened? How did it alter your perceptions? What did you learn from the experience?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

Important Terms and Definitions
In the field of settlement work, we often hear the following terms: “cultural competence,”
“diversity,” “racism,”, “stereotypes” and “discrimination.” What do these terms mean?
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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EXERCISE
Write down the definitions for the following terms. Please try to be as clear and concise as
possible.

CULTURE
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

CULTURAL COMPETENCE
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

STEREOTYPES
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

RACISM
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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DISCRIMINATION
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

DIVERSITY
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
Settlement work is challenging because you work with people who have many different values
and norms. Think about your reaction to people who have different cultural behaviours; for
example, what do you think when someone won't look you in the eye?
Culture is similar to an iceberg. An iceberg has a small visible section above the water and a
larger invisible section below the water. Culture has some aspects that can be seen and others
that cannot be directly observed. Also, like an iceberg, the visible part of culture is only a small
part of a much bigger whole.
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Knowing where people's behaviour is coming from doesn't mean that you have to like or accept
it, but it should mean that you're no longer surprised by it -- and that is a considerable step
toward successful interactions.
Some ways that culture influences the information and referral process are not obvious. A
number of issues may affect the interaction between the settlement worker and client, such as:
Different ways of using language


Intonation



Phrasing and expressions

Different body language norms


Physical expression of emotion



Social customs such as handshaking

Different cultural expectations


How to deal with conflict



How to show respect



When to show emotion



Value of individual vs. group

Unlike I&R specialists, who primarily deal with clients over the telephone, settlement workers
usually see clients face-to-face. Although settlement workers get to observe the client’s facial
expressions and body language, do not assume you know what they mean. Raised eyebrows, a
shake of the head or a thumbs-up can mean different things in different parts of the world.

BASIC TIPS FOR WORKING WITH DIVERSE POPULATIONS
As a settlement worker, many times you will not know who your next client will be, what their
background is or how they feel about their situation or problem. Your clients come from
different backgrounds and cultures and have had different experiences. This affects how they
interact with you and, likewise, how you should interact with them. It is essential that you
recognize that each client is unique. Diversity is about respecting individuals from a variety of
backgrounds who may have different values than you.
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Self-awareness is the first step to understanding others. People who are secure with their own
identity can be more flexible with and open toward people from different backgrounds.
All your clients deserve your attention and respect and the very best service you can provide.
You need to recognize differences between people from various cultures and respond to all your
clients in a positive manner. This may mean going outside your comfort zone at times.


Recognize and acknowledge individual differences.



Remember, no matter what a person’s background is he or she has the
same basic needs as any other client.



A person’s identification with a certain group may affect the type of
referrals you can give or the type of services they want. When appropriate
ask your clients whether they have specific preferences.
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LEARNING OBJECTIVES
To further enhance and develop our understanding of different
programs, services and resources and to better understand the
human services system
To recognize and understand the factors which impact and affect
social, human and government services
To identify the primary areas of inquiry that newcomers have
To identify helpful sources of information and examine five
criteria for evaluating online resources
What are human services? Simply, they are programs and services offered by a wide range of
agencies and institutions. The ability of a settlement worker to provide quality I&R is based upon
their understanding of the social, human and government service system. This system can be
challenging to understand because it is large, complex and changes frequently.
What is important for settlement workers to know is that it is not possible to know everything
you may need to know in order to provide quality information and referral. There is always
going to be more to know; the learning curve does not stop. Staying current and enhancing our
knowledge of services, programs and resources is a continuous and limitless process.
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Important Factors that Impact Human Services
It is important for us to recognize and understand the factors which impact and affect social,
human and government services. The following is a list of some of those factors:


The number of human services

Do you know how many non-profit organizations are registered with the
charities division of Revenue Canada?


The rate of change in human services

Can you identify some recent changes to the social, human or government
services system?


Eligibility requirements

Can you identify at least five types of eligibility factors that affect access to
service?


Changes in government or new legislation

Can you identify any new changes in government legislation that impact how
services are delivered?


Distance from services

Can you identify what types of problems can arise if a client lives far away from
a service?


Waiting lists

Can you identify some programs that typically have waiting lists?


Changing needs and attitudes

How has society’s changing needs and attitudes affected human services?


Changes in technology

How has technology impacted how people access services?

Levels of Government
Federal Government
Provincial Government
Regional Government
Municipal/Local Government
Non-Profit Organizations
Faith-Based Organizations
Self-Help and Mutual Aid Groups
ABC’s (Agencies, Boards and Commissions)
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EXERCISE – UNDERSTANDING LEVELS OF GOVERNMENT
Working in the field of settlement work, you will need to know about many different
government programs and services at different levels. Please identify four programs and
services at each level of government that you feel you need to know about as a settlement
worker. Please be prepared to explain why you need to know about them.

FEDERAL GOVERNMENT
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________

PROVINCIAL GOVERNMENT
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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MUNICIPAL/LOCAL GOVERNMENT
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
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EMPLOYMENT PROGRAMS

Employment Ontario runs a wide range of services and programs for job seekers. Services such
as apprenticeship, literacy programs, technical training, wage subsidies, summer jobs, laid-off
worker assistance and employment counselling are provided through an integrated network in
communities across the province. Those assisted include the unemployed, at-risk youth,
apprentices, laid-off workers, people with disabilities, newcomers, youth seeking summer jobs,
employed workers requiring upgraded skills, and businesses.
Employment Ontario offers information and referral services in different languages through
different access channels. They offer information through a toll-free hotline (1-800-387-5656),
through an online website or in person through offices located throughout the Province.

Apprenticeship Training
Apprenticeship is an on-the-job training program for people who want to work in a skilled trade
or occupation and includes learning new skills from skilled journeypersons. On average, 90 per
cent of apprenticeship training takes place on-the-job with an employer. The remainder involves
classroom instruction, which is delivered at a local community college or other approved
training organization.

SETTLEMENT INFORMATION AND REFERRAL TRAINING | 43

Ontario Youth Apprenticeship
This is a school-to-work transition program offered through Ontario secondary schools. Full-time
students in grades 11 and 12 earn cooperative education credits through work placements in
skilled trades. Students have the option to formally register as apprentices while in secondary
school, allowing them to graduate at the end of Grade 12 with their Ontario Secondary School
Diploma and a portion of their apprenticeship already completed.

Who Can Participate?
Full-time high school students entering Grade 11 who are at least 16 years old.

Loans For Tools
The Loans for Tools program offers new apprentices a loan to help them buy the tools and
equipment they need to perform the trade in which they are registered.

Who Can Participate?
Newly registered apprentices.

Employer Signing Bonus
This initiative assists employers that hire and register youth under 25 years of age who have left
school and require upgrading to meet the registration standards for apprenticeship training.

Who Can Participate?
The employer signing bonus will be delivered in two equal instalments over six months. For the
first instalment, employers must:


Meet all the specific apprenticeship requirements to provide training in the
trade, and



Hire and register an apprenticeship scholarship candidate as an apprentice.

To receive the second instalment, employers must:


Continue to employ the apprentice and provide on-the-job training for at
least six months from the date that the apprentice was registered.
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Adjustment Advisory Program
The program supplies advisory and financial assistance to its clients to help them adjust to the
effects of job loss in the workplace. Advisers help clients identify their needs and secure
appropriate support, including career counselling, training, referral, and job search skills
training. Adjustment committees are established to ensure full employer and employee
participation in the process.

Who can participate?
Displaced Worker Adjustment — Any Ontario resident affected by layoffs, downsizings or
closures of 50 or more employees which have been reported to the Ministry of Labour by a
Form 1 Summary.
Community Adjustment — Various affected community groups where many companies have
been downsizing or closing.

Bridge Training for Skilled Immigrants
Bridge Training supports the development and implementation of sustainable projects that
expedite licensing and accreditation of qualified immigrants for employment in strategic skills
areas. Projects are offered by sector-based partnerships including employers, educational
institutions, occupational regulatory bodies, and community agencies. Projects are being
developed, and some are already under way, in the following professional and trades sectors:


biotechnology



health care (nursing, midwifery, pharmacy, medical radiation, medical
laboratory science, respiratory therapy)



information technology



teaching



construction trades (plumbing, sheet metal, carpentry)



precision machining and tooling (general machining, mould making, pattern
making, tool and die making, machine tool building/integrating)



engineering and engineering technology

Job Connect Program
The program has three service components tailored to meet individual needs:
The Information and Resource Service provides workshops, information and
resources on careers and occupations, the local labour market, training
opportunities and job search strategies. There is information on apprenticeship
training and resources for internationally trained individuals seeking
employment consistent with their skills and experience
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Employment Planning and Preparation offers individuals the support needed to
clarify employment needs and develop an action plan, assist with making
decisions and searching for a job
Job Development and Placement Support provides placements into
employment for work experience and/or on-the-job training

Literacy and Basic Skills
The program provides:


Literacy, numeracy and essential skills services to help individuals achieve
goals related to further education or training, employment or increased
independence;



Support in clarifying their upgrading goals and developing a training plan to
achieve them;



Academic upgrading services to help individuals develop the necessary skills
for entry into college-based post-secondary education and training
programs (such as apprenticeship).

Who can participate?
The program is open to individuals who are out of school and communicate in English or French,
with a special emphasis on serving individuals receiving social assistance through Ontario Works.
To ensure that the literacy needs of learners from different linguistic and cultural backgrounds
are addressed, these services support programming for anglophone, deaf, francophone and
Aboriginal learners.

Ontario Employment Assistance Services
The program helps people who are unemployed prepare for, obtain and keep a job. It also
provides them with services such as employment counselling, job search techniques, job
placement and labour market information. Specific services can include any of the following:


Needs Assessment and Return to Work Plans



Job Finding Clubs



Career Decision Making



Targeted Services for Specific Groups of Job Seekers
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Ontario Employment Resource Centres
The centres provide people looking for work with access to labour market information, job
search tools and additional resources to help them find employment. Some centres provide
workshops on job search techniques, making career decisions and interview skills. In addition, as
part of the Employment Ontario network, the centres will refer clients to other employment
services in the community.

Ontario Job Bank
The program is a web-based network of job postings from across Canada available to all
Canadians. Job seekers can access additional features from the website including:
Job Match which allows job seekers to create their own job profile and
advertise it to potential employers, as well as receive a list of job opportunities
that match their skill set;
Job Alert which allows job seekers to receive, by e-mail, a list of job openings
that match their individual search criteria;
Career Navigation which is a tool that helps individuals with career decisions;
Resume Builder which helps to create resumes for personal use or for applying
online for federal government jobs through the site.

Ontario Job Creation Partnerships
The program provides work experience to unemployed job seekers within projects that benefit
the community or local economy. At the end of their participation, participants in the program
will have recent work experience and additional skills to add to their resumes, increasing their
chances of successfully obtaining long-term employment.

Who can participate?
Established a claim for Employment Insurance benefits or their Employment Insurance period
ended within the past three years;
Established a claim for Employment Insurance maternity or parental benefits and were paid
benefits within the past five years and are re-entering the labour force after having left it to care
for newborn or newly adopted children.
Eligible projects should:


be finite in nature and incremental to the sponsors normal activities



provide a benefit to the community or the local economy



provide participants with a meaningful work experience



share in the cost of the project, if it is within the sponsors ability to do so
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Ontario Skills Development
The program provides support to unemployed people who are or have recently been eligible for
Employment Insurance and need marketable skills in order to re-enter the labour market. It also
provides financial assistance to help people with some of the costs associated with acquiring the
training they need to re-enter the labour market, such as tuition and books.

Ontario Self-Employment Benefit
The program provides unemployed people who are or have recently become eligible for
Employment Insurance with income and entrepreneurial support while they develop and start
their business.

Ontario Targeted Wage Subsidy
The program is designed to provide on-the-job work experience to unemployed people who are
or have recently been eligible to receive Employment Insurance.
It also enables employers to hire people who face barriers to employment (people they might
not otherwise hire) by offering temporary wage subsidies.

Employment Standards
Employment standards are enforced under the Employment Standards Act, 2000 (ESA), which
sets out the minimum standards that employers and employees must follow.
The Ministry of Labour, through its Employment Standards Program:


enforces the ESA and its regulations



provides information and education to employers and employees, making it
easier for people to understand and comply voluntarily



investigates possible violations



resolves complaints

Labour Market Information (LMI)
Labour Market Information is a very useful tool and resource for newcomers. It can help clients
make a good decision when they want to change jobs or move to a new place. It can help them
find out what the labour market is like for that job or that city. It provides data on employment,
wages, standards and qualifications, job openings, working conditions and future trends.
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Global Experience Ontario (GEO)
Global Experience Ontario can help internationally trained and educated individuals find out
how to qualify for professional practice in Ontario. The GEO centre provides information for
people who intend to apply to a regulatory body to obtain licensure to work in their field. The
GEO centre serves clients who want to work in these regulated professions:


Architecture



Certified Engineering Technicians and Technology



Certified General Accounting



Certified Management Accounting



Chartered Accounting



Early Childhood Educator



Forestry



Professional Geoscientists



Land Surveying



Law (including Paralegal)



Professional Engineering



Social Work and Social Service Work



Teaching



Veterinary Medicine

GEO also provides information on academic credential assessment, bridging programs, career
maps and the Ontario Public Service Internship Program for Internationally Trained
Professionals.
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HealthForceOntario
HealthForceOntario can help Internationally Educated Health Professionals (IEHPs) find out how
to qualify for professional practice in Ontario. The Centre supports IEHPs through a wide range
of services including profession-specific information sessions, referrals to upgrading courses and
regulatory bodies and pursuing alternative careers in health care. The agency serves the
following professions:


Audiology and Speech- Language Pathology



Chiropody and Podiatry



Chiropractic



Dental Hygiene



Dentistry



Dental Technology



Denturism



Dietetics



Massage Therapy



Medical Laboratory Technology



Medical Radiation Technology



Medicine



Midwifery



Nursing



Occupational Therapy



Optometry



Pharmacy



Physiotherapy



Psychology



Respiratory Therapy
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CREDENTIAL EVALUATION
It may be helpful and in fact necessary for newcomers and immigrants to have their
international credentials evaluated so that employers, colleges, universities and professional
licensing bodies can recognize their credentials. Educational requirements differ for every
profession and trade, and there are a number of different organizations that assess someone's
schooling to ensure it meets Ontario's standards.
Each regulatory body in Ontario decides how to assess an applicant's academic credentials.
Some educational institutions and occupational regulatory bodies have their own academic
assessment processes. Some use the services of a Credential Assessment Service such as World
Education Services (WES).
Before clients apply to a professional regulatory body for licensure or certification, they should
check with them about their requirements and how they assess academic credentials. They
should also check with potential employers and/or schools to see if they have a preferred
credential assessment service.

FINANCIAL ASSISTANCE PROGRAMS
There are a wide-range of financial assistance programs available to residents of Ontario. These
programs include but are not limited to the following:


Ontario Works (OW)



Ontario Disability Support Program



Old Age Security



Guaranteed Income Supplement



Guaranteed Annual Income System



Allowance



Allowance for the Survivor



Survivor’s Benefit



Canada Pension Plan



Employment Insurance Benefits



Canada Child Tax Benefit

All financial assistance programs have specific eligibility criteria and application procedures that
applicants must meet in order to receive assistance.
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ONTARIO WORKS
Ontario Works provides employment and income assistance to eligible participants. Income
support assistance is provided to persons in need to cover the costs of food, shelter, and basic
needs. Dependent children are eligible for mandatory dental and vision care benefits. Adult
participants may also be eligible for assistance for such items as optical services, dental services,
and prosthetics.
Ontario Works legislation requires that those receiving social assistance actively participate in a
plan of increased employment activity to support their eligibility for benefits. People receiving
social assistance, who are not disabled or elderly, or who are not sole support parents (with
dependents under school age) must be willing to contribute service to their communities at the
same time that they make efforts to find paid employment. People who are temporarily ill,
incapacitated, or care for a disabled or elderly family member may be temporarily exempt from
these requirements.

Key Principles of Ontario Works Program
Welfare is temporary, not permanent. Welfare is a program of last resort. It provides short-term
financial assistance to those most in need while they participate in activities leading to paid
employment.
Eligibility to receive welfare is based on an assessment of financial need and the recipient’s
participation in employment activities.

SETTLEMENT INFORMATION AND REFERRAL TRAINING | 52

To be eligible for Ontario Works, you must:


live in Ontario



need money right away to help pay for food and shelter, and



be willing to take part in activities that will help you find a job.

A participation agreement is a negotiated agreement between a participant and a worker, and
includes employment assistance activities that move the participant to paid employment. The
agreement is updated as activities are completed or new activities are added.
Basic financial assistance provided under Ontario Works includes:


income assistance for basic needs and shelter



benefits for specific needs including prescription drugs, basic dental and
vision care, moving costs, funerals and burials, community and employment
start-up expenses.

How to Apply for Ontario Works
There is a two-step process to complete an application for Ontario Works. There is an initial prescreening usually done over the telephone to assess general eligibility requirements. If you wish
to complete a formal application, you will be given a time to meet with a caseworker at the
office that serves your area. You may be required to provide the following documentation:


proof of your Social Insurance Number



Health Card



proof of identity, such as your birth certificate



recent bank statement for all your bank accounts



copy of your mortgage or rental agreement



Record of Employment and/or your most recent pay stubs



copy of your Canada Child Tax Benefit statement (if you have children under
18 years of age)



information about other money you may be receiving, such as a pension



information about assets you may own, such as a Registered Retirement
Savings Plan, and



proof of immigration status, if required
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MANDATORY BENEFITS OF FINANCIAL ASSISTANCE
Back to School Allowance
Paid each year for eligible dependent children to help with costs of starting or returning to
school.

Winter Clothing Allowance
Paid in November or December each year for eligible dependent children to help with winter
clothing needs.

Community Start-Up and Maintenance Benefit
Intended to assist clients presently or recently residing in approved institutions (e.g. hospitals,
hostels or correctional facilities) and for clients leaving a harmful situation (e.g. abusive home,
flood/fire) to meet special expenses relating to establishing or maintaining a residence in the
community.

Employment Start Up Benefit
Clients starting employment may be eligible for this allowance to assist with costs associated
with paid employment or an employment assistance activity.

Child Care Start Up Costs
Clients starting employment may be eligible for this allowance to assist with child care costs
associated with paid employment or employment assistance activity.

Health Benefits
Assistance with special diets, allowance for pre/postnatal care, costs associated with diabetic
and surgical supplies, medical transportation, drug costs in the form of a monthly drug benefit
card, vision services and dental for dependent children.
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Discretionary Benefits
Discretionary Benefits are a onetime amount of money from Ontario Works or the Ontario
Disability Support Program to a person with urgent or special circumstances. Discretionary
benefits are granted at the discretion of the Administrator. Applicants have no right of appeal.
In most situations, the applicant must be aware of what the discretionary benefits are in order
to access them. OW Caseworkers seldom inform applicants about these benefits. The applicants
most know about these benefits and ask for these benefits. The following is a list of some of the
discretionary benefits:


Vocational and retraining



Funeral and burial costs



Cost of moving



Air conditioners for severe asthmatics



Surgical supplies (when not otherwise covered)



Hearing aids and batteries



Vision care for adults



Replacement of household goods after emergency (fire, flood)



Blood test in child support applications



Travel and transportation costs
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ONTARIO DISABILITY SUPPORT PROGRAM

ODSP is a program of the Ministry of Community and Social Services that provides financial
support to individuals with a proven disability who are in financial need. Its goal is to allow such
individuals to live independently in the community. To meet the requirements, you must:


be 18 years of age or older



qualify financially



have a substantial physical or mental impairment that is continuous or
recurrent and is expected to last one year or more

APPLICATION PROCEDURES
The application process for ODSP can be long and difficult. The first step in applying for ODSP
involves setting up an appointment at your local ODSP office.
When your appointment is set up, you will be provided with a list of documents that you need
to bring to that appointment, such as: Social Insurance Number, OHIP Number, proof of birth
date and immigration status, records of bank statements, assets and income, proof of expenses
(e.g. rent receipts), school and employment activities.
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The application process involves two steps. The first step is to determine if you qualify
financially; the second step is to determine if you qualify as a “person with a disability”.
If you qualify financially, you will be given a Disability Determination Package (DDP) to fill out.
The forms in this package include:

Health Status Report and Activities of Daily Living Index
Both the Health Status Report and the Activities of Daily Living Index must be completed by
health professionals who are licensed to practice in Ontario. The Health Status Report must be
completed by a doctor, psychologist, optometrist, or a registered nurse.
The Activities of Daily Living Index can also be filled out by the same practitioners who fill out
the Health Status Report but can also be filled out by an occupational therapist, physiotherapist,
audiologist, chiropractor, speech language pathologist or social worker.

A Medical Consent Form
The applicant must sign this form so that the doctor or medical professional has their permission
to release medical information to ODSP.

A Self Report
If the applicant would like to provide more information to ODSP of how his or her health
problems affect their quality of life, a Self Report can be completed. This is optional to fill out
but it must be signed and returned to ODSP.

Who is eligible to receive ODSP?


grandparented Family Benefits Allowances (FBA) cases



person 18 years of age or older with a disability that restricts activities of
daily living



person or couple aged 65 or over not eligible for a pension under the Old
Age Security Act



person in receipt of disability benefits under the Canada Pension Plan (CPPD)



people who qualify for rapid reinstatement



residents in a psychiatric facility, a facility under the Developmental Services
Act, or in a home under the Home for Special Care Act
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What can you do if you are turned down for ODSP?
If you are turned down for ODSP you have the right to ask for an Internal Review. You must
request this in writing within 10 days of receiving the decision. You may provide additional
medical information with your Internal Review. If you do not agree with the decision of the
Internal Review, you have 30 days in which you may appeal this decision to the Social Benefits
Tribunal. If you do not agree with the decision of the Social Benefits Tribunal you may request a
Reconsideration of the Decision with a further appeal to the Divisional Court of Ontario. It is
advisable for clients who have been turned down to connect with their local Community Legal
Clinic for assistance.

What benefits are available from ODSP?
The ODSP benefits include:


Monthly financial assistance



An Ontario Drug Benefits Card, which covers medications listed in the
Ontario Drug Benefits formulary



Basic dental care



Vision care and hearing aids



Back-to-school and winter clothing allowance for dependent children
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EMPLOYMENT INSURANCE (EI) BENEFITS
Employment insurance benefits are administered through Human Resources and Social
Development Canada. There are different types of EI benefits.

Regular Benefits
You can receive regular benefits if you lost your job through no fault of your own, for example,
due to shortage of work, seasonal or mass lay-offs and you are available for and able to work
but you can’t find a job.
To be eligible for regular benefits you must show that:


you have been without work and without pay for at least 7 consecutive
days;



in the last 52 weeks you have worked for the required number of insurable
hours. The hours are based on where you live and the unemployment rate
in your region at the time of filing your claim for benefits. Currently in
Ontario, claimants must have worked at least 700 hours of insured
employment in the year prior to application.
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APPLICATION PROCEDURES
To see if you can receive EI benefits, you must apply for EI, either online or in person, at a local
Service Canada office. You must request your Record of Employment (ROE) from your previous
employer as this helps to determine eligibility. If the employer does not give you the ROE, the
local Service Canada office can help you. You will have to fill out a form explaining how you tried
to get it. You will also have to give other proof of employment, such as pay stubs, cancelled pay
cheques, T4 slips, or work schedules.
If you worked for any other employers in the previous 52 weeks, you also need an ROE from
each of them. But if you can’t get all of them, still apply.
In addition to the ROE, you will be asked to provide the following information:


Your SIN (social insurance number) – if your SIN starts with a 9, you have to
give proof of your immigration status and a work permit.



If you want direct deposit, then your bank information, as shown on your
cheque or bank statement.



Your detailed version of facts – if you quit or were fired from any job in the
last 52 weeks.



Details of your most recent job, including your gross salary (total earnings
before deductions including tips and commissions) for your last week of
work (from Sunday to your last day worked). As well, include any other
money you received or will receive, such as vacation pay, severance pay,
pension, and pay instead of notice or lay off (these must also be the gross
amounts).



If you apply in person, personal identification such as a driver’s license, birth
certificate or passport.

Waiting Period
No benefits are paid in the first 2 weeks of your claim, called the waiting period. Any income you
earn then is deducted from your benefits and delays your claim. Income includes vacation pay,
severance pay, retirement pay and leave credits, and most bonuses and gratuities. If HRSDC has
all the required information and if you qualify for benefits, your payment will be issued usually
within 28 days from the date of filing your claim.
You can receive EI from 14 weeks up to a maximum of 45 weeks depending on the amount of
insurable hours you have accumulated in the last 52 weeks.

How much will I receive?
The basic benefit rate is 55% of your average insured earnings up to a maximum payment of
$447.00 per week. Your EI payment is a taxable income, meaning federal and provincial or
territorial (if it applies) taxes will be deducted.
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What are my responsibilities while on EI?
HRSDC requires you to do the following things while you get benefits:


File a report every two weeks with HRSDC over the Internet, or by phone or
mail



Be willing and able to work



Look for work and keep a written record of employers you contact and
when you contacted them



Tell HRSDC when you are not available for work



Accurately report and keep records of all money you earn or receive and all
work you do – whether you work for yourself or someone else



If you work while collecting benefits, tell HRSDC if the job ends, and if so,
why



Tell HRSDC if you leave the area where you live or if you leave Canada

Parental Benefits
Parental benefits are payable either to the biological or adoptive parents while they are caring
for a new-born or an adopted child, up to a maximum of 35 weeks. To receive parental benefits
you are required to have worked for 600 hours in the last 52 weeks.
Parental benefits can be claimed by one parent or shared between the two partners but will not
exceed a combined maximum of 35 weeks. Claimants making application for parental benefits
must provide the name and Social Insurance Number (SIN) of the other parent for crossreference purposes.
Parental benefits for biological parents and their partners are payable from the child's birth date
and for adoptive parents and their partners from the date the child is placed with you.

Maternity Benefits
Maternity benefits are payable to the birth mother or surrogate mother for a maximum of 15
weeks. To receive maternity benefits you are required to have worked for 600 hours in the last
52 weeks or since your last claim. You need to prove your pregnancy by signing a statement
declaring the expected due or actual date of birth.
The mother can start collecting maternity benefits either up to 8 weeks before she is expected
to give birth or at the week she gives birth. Maternity benefits can be collected within 17 weeks
of the actual or expected week of birth.

SETTLEMENT INFORMATION AND REFERRAL TRAINING | 61

Sick or Illness Benefits
To be eligible for Employment Insurance sickness benefits, you must be medically unable to
work but also be able to demonstrate that you would be otherwise available for work. Your
doctor will need to indicate your medical limitations to perform your job.
Sickness benefits may be paid up to 15 weeks to a person who is unable to work because of
sickness, injury or quarantine. To receive sickness benefits you are required to have worked for
600 hours in the last 52 weeks. There is a two-week waiting period for which no benefits are
paid.

Compassionate Care Benefits
Compassionate care benefits are paid to persons who have to be away from work temporarily to
provide care or support to a family member who is gravely ill with a significant risk of death. EI
defines a family member as:


your child or the child of your spouse or common-law partner



your wife/husband or common-law partner



your father/mother



your father’s wife/mother’s husband



the common-law partner of your father/mother

When requesting compassionate care benefits you must provide a medical certificate as proof
that the ill family member who needs care or support is at risk of dying within 26 weeks.
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INCOME SECURITY PROGRAMS

Old Age Security
Old Age Security is a monthly pension to persons 65 or over regardless of income or assets. An
applicant's employment history is not a factor in determining eligibility, nor does the applicant
need to be retired. However the applicant must meet residency requirements.
To be eligible for Old Age Security, a person must be:


65 years of age or over



a Canadian citizen or a legal resident of Canada on the day preceding the
application's approval; or



if no longer living in Canada, must have been a Canadian citizen or a legal
resident of Canada on the day preceding the day he or she stopped living in
Canada

A minimum of 10 years of residence in Canada after reaching age 18 is required to receive a
pension in Canada. The amount a person receives on Old Age Security is based upon how long
they have lived in Canada. To receive the full OAS pension, a person must have lived in Canada
for a period of 40 years.
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Applicants may qualify for a partial pension and the rate is calculated based upon the number of
years the applicant has lived in Canada. For example, each complete year of residence in Canada
after age 18, the applicant would earn 1 of the 40 portions available in the pension. In other
words, if you lived in Canada for 10 years after age 18, you would qualify to receive one-quarter
of the full pension.

APPLICATION PROCEDURES
Applicants should apply 6 months before their 65th birthday. Usually, the Old Age Security
pension will begin either on the month after you have met the residence requirements or the
month after your 65th birthday, whichever comes later. The applicant must prove that they are
at least 65 by submitting a birth or baptismal certificate.
If the applicant was not born in Canada, they must submit proof of legal status in Canada such as
citizenship or immigration documents. If they have not lived continuously in Canada since age
18, they must submit proof of all the dates that they arrived in Canada and when they left.
Usually, this can be done with a passport.
Old Age Security payments arrive in the last three banking days of each month. The Old Age
Security pension is indexed and adjusted quarterly according to the Consumer Price Index. The
Old Age Security pension is classified as taxable income.

Guaranteed Income Supplement
The Guaranteed Income Supplement is added monthly to Old Age Security for those with limited
or no income. The yearly income of the applicant or, in the case of a couple, the combined
income of the applicant and spouse or common-law partner, cannot exceed certain limits. Like
Old Age Security, applicants must apply 6 months prior to their 65th birthday and reapply when
income taxes are filed by the end of April.

ELIGIBILITY CRITERIA
To receive the Guaranteed Income Supplement benefit, an applicant must be receiving the Old
Age Security pension. The yearly income of the applicant or, in the case of a couple, the
combined income of the applicant and spouse or common-law partner, cannot exceed certain
limits. The amount of the Guaranteed Income Supplement to which an applicant is entitled
depends on his or her marital status and income.

Allowance and Allowance for the Survivor
The Allowance and the Allowance for the Survivor are benefits for seniors aged 60 to 64 with
low or modest incomes. They are designed to provide financial assistance until the applicant
becomes eligible for the OAS pension.
The Allowance, which also includes an allowance for persons whose spouse or common-law
partner has died, is paid monthly. It is designed to recognize the difficult circumstances faced by
many surviving persons and by couples living on the pension of only one spouse or common-law
partner.
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Recipients must re-apply annually. These benefits are not considered as income for income tax
purposes. The Allowance is not payable outside Canada beyond a period of six months,
regardless of how long the person lived in Canada.

ELIGIBILITY CRITERIA
The Allowance for the survivor provides money for low-income seniors who meet the
requirements below:


you are 60 to 64 years old



you are a Canadian citizen or a legal resident at the time your Allowance is
approved or when you last lived here



your spouse or common-law partner has died



you have lived in Canada after reaching age 18 for at least 10 years

How do I calculate the amount of my monthly benefit for the Guaranteed
Income Supplement (GIS), the Allowance, and the Allowance for the Survivor?
Human Resources and Social Development Canada produces a Table of Rates for Old Age
Security, the Guaranteed Income Supplement and the Allowances on a quarterly basis. These
tables can be used if you receive the OAS pension and you wish to determine the amount of the
Guaranteed Income Supplement, the Allowance for your spouse, or the Allowance for the
survivor.
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CANADA PENSION PLAN

The Canada Pension Plan (CPP) is based upon the contributions an individual makes to the
program. The pension is designed to replace about 25 percent of the earnings on which a
person's contributions were based. You can begin to receive the Canada Pension Plan at age 60
if you meet the earning requirements set out in the legislation. You can begin to receive the
Canada Pension Plan if you have:
Ceased employment — This means that you are not working by the end of the
month before the CPP retirement pension begins and during the month in which
it begins. For example, if you want your pension to begin in May, you have to
stop working by the end of April and you cannot work during the month of May
Earn less than a specified amount — This means you earn less than the current
monthly maximum CPP retirement pension payment ($844.58 in 2006) in the
month before your pension begins and in the month it begins. For example, if
you want your pension to begin in April 2006 you need to earn less than
$844.58 in both March and April
Your CPP retirement pension is based upon how long and how much you have contributed to
the plan. The age at which you choose to retire also affects the amount you receive. It is
advisable that applicants apply 6 months before they want their pension to begin.
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Canada Pension Plan | Disability Benefits
The Canada Pension Plan (CPP) disability benefit is available to people who have made enough
contributions to the CPP, and whose disability prevents them from working at any job on a
regular basis. The disability must be both “severe” and “prolonged”. The primary purpose is to
replace a portion of employment earnings for people who recently paid into the CPP.
The maximum disability benefit is $1031.05 plus allowance for dependent children.

APPLICATION PROCEDURES
Applicants will need to fill out a package that contains:


application forms related to you and your dependent children



a questionnaire for details of your work history and medical condition



a medical report to be completed by your doctor. If you have more than one
doctor, choose the one who knows the most about your main medical
condition



a consent form that allows Social Development staff to get additional
information from other parties

Canada Pension Plan | Survivor Benefits
There are 3 types of benefits:
Death Benefit
The death benefit is a one-time payment to, or on behalf of, the estate of a
deceased Canada Pension Plan contributor
Survivor’s Pension
The survivor's pension is a monthly pension paid to the surviving spouse or
common-law partner of a deceased contributor
Children’s Benefit
The children's benefit is a monthly benefit for dependent children of a deceased
contributor
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Child Tax Benefit
The Child Tax Benefit is administered through the Canada Revenue Agency and provides eligible
families with a tax free monthly payment to assist them with the cost of raising children. To be
eligible for the Child Tax Benefit you must meet the following eligibility criteria:


you must live with the child, and the child must be under the age of 18



you must be the person who is primarily responsible for the care and
upbringing of the child



you must be a resident of Canada



you or your spouse or common-law partner must be a Canadian citizen, a
permanent resident, a protected person, or a temporary resident who has
lived in Canada for the previous 18 months

The basic monthly benefit is $100.66 (2006) for each child under the age of 18.

National Child Benefit Supplement
The National Child Benefit Supplement provides a monthly benefit for low income families with
children. The maximum NCBS benefit is paid if net family income is $22,615 or less. The amount
is reduced by a percentage amount (depending on number of children) if income is more than
the base amount.

Child Disability Benefit
The Child Disability Benefit is a tax free benefit for low to moderate income families who care
for a child less than 18 years with a severe or prolonged mental or physical impairment. This is
paid as a monthly supplement to the Canada Child Tax Benefit.
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HOUSING

Rent-Geared to Income Housing and Housing Connections
Housing Connections offers access to rent-geared-to-income housing in Toronto. Rent-gearedto-income housing means that tenants receive a subsidy so that their rent is equal to about 30%
of their income before taxes. Rent-geared-to-income housing is also known as social housing or
subsidized housing. Housing Connections is a coordinated access system for those seeking
subsidized rental housing. It provides information about social housing waiting lists, assistance
with making housing choices and with form filling.

Housing Help Centres
Housing help workers work with people who are homeless or at risk of becoming homeless in
their efforts to find and maintain housing. Housing Help Centres are located across the province.
They are often the access point for applications to subsidized housing, the provincial Rent Bank
(funds for tenants in arrears) and other specialized funds such as Share the Warmth.
There are housing help centres throughout the province of Ontario. Housing help centres have
housing and home sharing registries and serve as access centres for subsidized housing. Housing
help centres also run the Rent Bank Program.
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Rent Bank Program
A rent bank is a short-term funding mechanism through which low-income tenants may apply to
receive financial assistance to address short-term rent arrears. Different rent bank programs
have different eligibility requirements. In Toronto, the following eligibility criteria can be used as
guidelines:


individual(s)/families living in Toronto with legal residential status in Canada
who meet the income requirements



be in imminent danger of losing your housing due to rental arrears



landlords must be willing to keep their tenancies and tenants must be
covered by the Tenant Protection Act



have a regular source of income



applicant must be paying market rent



housing must be sustainable

In Toronto, you are not eligible for Rent Bank Service if any of the following applies:


currently receiving Ontario Works, ODSP or OSAP



applicants in need of First and Last month's rent



applicants who fail to produce complete documentation as required by Rent
Bank application process



applicants who do not reside in the City of Toronto

Cooperative Housing
Cooperative housing is member controlled housing. The members who live in a co-op are the
ones responsible for running the co-op. Each member has a vote and every year members elect
a Board of Directors from the membership. There are no landlords in cooperative housing.
Members make decisions about how the buildings will be maintained and how the business of
the co-op will be managed.
The application procedures for cooperative housing vary according to the coop and whether a
market-rate unit is required or a subsidized unit. If you need a subsidy, you should also apply to
the Housing Connections waiting list. If you are interested in living in a market priced co-op you
can apply directly to the co-op of your choice.
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HEALTH BENEFITS AND SERVICES
Ontario Health Insurance Plan (OHIP)
The Ontario Health Insurance Plan covers a wide range of health and medical services for
Ontario residents. OHIP covers all insured medically necessary services provided by physicians.
OHIP may also cover the following:


approved dental surgery in hospitals (You must pay the cost of regular
dental services in a dentist's office.)



annual eye examinations by an optometrist for people under 20 years or 65
years and over. OHIP also covers a major eye exam once every 12 months
for persons aged 20 - 64 who have medical conditions requiring regular eye
examinations



covers standard ward services, many outpatient services, and medically
prescribed physiotherapy in approved facilities
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ELIGIBILITY CRITERIA
You are eligible for the Ontario Health Insurance Plan (OHIP) if you are included under one of
the following categories:


you are a Canadian citizen, permanent resident or landed immigrant,
convention refugee, or are registered as an Indian under the Indian Act



you have submitted an Application for Permanent Residence or an
Application for Landing and have been confirmed by Citizenship and
Immigration Canada as having satisfied the medical requirements for
landing



you are a foreign worker who holds a valid work permit or employment
authorization which names a Canadian employer situated in Ontario and
your prospective occupation, and is valid for at least six months, and:



you make your permanent and principal home in Ontario



you are in Ontario for at least 153 days of the first 183 days immediately
following the date you establish residency in Ontario (you cannot be absent
for more than 30 days during the first 6 months of residency)



you are in Ontario for at least 153 days in any 12-month period

Tourists, transients and visitors are not eligible for OHIP.

What services does OHIP cover?
The Ministry of Health and Long-Term Care provides basic diagnostic and medically necessary
treatments.

Physicians
The ministry covers all insured medically necessary services provided by physicians. Physicians
may bill you for uninsured services or if you miss an appointment or your health card is not
valid. You may contact the ministry if you have questions about charges for uninsured services.
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OHIP Application Procedures
You must apply for OHIP in person and you will need three separate pieces of identification to
demonstrate the following:
Proof of Citizenship of OHIP Eligible Status — a document to prove you are a
Canadian Citizen or hold another status that makes you eligible for Ontario
health coverage
Proof of Residency — a document that displays your name and current home
address and confirms that your permanent and principal home is Ontario.
Support of Identity — a document that displays both your name and your
signature

Waiting Period for OHIP Coverage
There is a 3-month waiting period for Ontario Health Insurance Plan (OHIP) coverage. It affects
new applicants for coverage and former residents returning to Canada after living in other
countries for long periods.

OHIP Outside Ontario
Most of your Ontario health coverage benefits can be used across Canada. The province or
territory you are visiting will usually bill Ontario directly. If you have to pay for health services
you receive in another part of Canada, you can submit your receipts to your local ministry office
to be considered for reimbursement.

Interim Federal Health Program
The Interim Federal Health (IFH) program provides temporary medical coverage for certain
immigrants (now almost exclusively limited Refugee claimants and Convention Refugees) in
need of assistance during their settlement period in Canada, prior to their qualification for
provincial health care coverage.
Refugees resettled from overseas including those government-assisted or privately-sponsored
are eligible for full benefits under the IFH program until coverage under their provincial health
plan begins.
The IFH Program is not designed to replace provincial health plans and does not necessarily
provide the same extent of coverage allowed to permanent residents.
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The IFH Program provides the following:


only essential and emergency health services for the treatment and
prevention of serious medical conditions and the treatment of emergency
dental conditions



contraception, prenatal and obstetrical care



essential prescription medications



costs related to the Immigration Medical Examination by a Designated
Medical Practitioner
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ASSISTIVE DEVICES PROGRAM
The Assistive Devices Program (ADP) is a program of the Ministry of Health and Long-Term Care
to financially assist Ontario residents with long term physical disabilities to obtain basic,
competitively priced, personalized assistive devices appropriate for the individual's needs and
essential for independent living. ADP covers over 8,000 separate pieces of equipment or
supplies.
These include:


custom made braces and splints



manual and powered wheelchairs



prosthetic devices including artificial limbs, eyes and breasts



low technology communication and vision aids



home oxygen and respiratory equipment



seating systems

ELIGIBILITY REQUIREMENTS
Applicants must have a valid OHIP card and have a long term physical disability for 6 months or
longer. Initial access is often through a medical specialist or general practitioner who provides a
diagnosis. Most devices must be authorized by a qualified health care professional registered
with the program. Registered authorizers work in hospitals, home care agencies or private
practice.
The program will only help pay for equipment that is purchased from vendors registered with
the Assistive Devices Program.
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Generally, the Assistive Devices Program will pay up to 75% of the cost of specified equipment.
In most cases, the client pays a share of the cost at time of purchase and the vendor bills ADP
the balance.
There are other sources of funding that may help applicants pay for part of their assistive
devices costs. These include organizations such as Ontario March of Dimes, Easter Seal Society,
Service Clubs such as Kiwanis or the Lions Club and Veterans Affairs.

ONTARIO DRUG BENEFIT PROGRAM
Through the Ministry of Health and Long-Term Care, the Ontario Drug Benefit Program covers
most of the cost of prescription drug products listed in the Ontario Drug Benefit (ODB)
Formulary. If you belong to one of the following groups of Ontario residents and you have a
valid OHIP card you may eligible for prescription drug coverage.


Ontario Works recipients



Ontario Disability Support Program recipients



people 65 years of age and older



residents of long-term care facilities



people receiving professional services under the Home Care program

The prescription must be prescribed by an authorized Ontario prescriber and must be filled in
Ontario. There are approximately 3,000 quality-assured prescription drug products covered
under this program. ODB eligible people may be asked to pay some portion of their prescription
drug product costs.
Single seniors (people aged 65 or older) who have an annual income of $16,018 or more and
seniors in couples with a combined annual income of $24,175 or more pay a $100 deductible
per senior before they are eligible for drug coverage. After these seniors pay the deductible,
they then pay up to $6.11 toward the dispensing fee each time they fill a prescription for a
covered drug product in Ontario in the benefit year. Recipients may be asked to pay up to a $2
co-payment for each prescription.

Trillium Drug Program
The Trillium Drug Program is a financial assistance program for persons who spend a large part
of their income on prescription medications. The program covers drug and nutrition products,
blood-glucose testing agents, and drugs on the Facilitated Access List HIV/AIDS in the Ontario
Drug Benefit Formulary/Comparative Drug Index.
Qualified Ontario residents pay a quarterly deductible based on income and family size. Starting
on August 1 of each year, recipients pay drug costs up to the deductible level. Once the
quarterly deductible level has been reached, recipients pay up to $2 towards each prescription.
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Ontario residents may apply for coverage under the Trillium Drug Program if they meet ALL of
the following criteria:


They have a valid Ontario Health Insurance card.



They are not eligible for coverage under the Ontario Drug Benefit (ODB)
Program.



Their private insurance plan does not cover 100% of their prescription
medication expenses.

Public Health
Public Health provides health promotion, health protection and disease protection programs
and services to the residents of Toronto. They provide health promotion education and services
including information about alcohol and drug use, birth control, pregnancy, prenatal and postnatal programs, sexual assault counselling, sexual health concerns, smoking cessation and
tobacco use, substance abuse and mental health.
Public Health also provides information and services on disease prevention including
information on the control of infectious diseases, infection control, chronic disease or injury,
cancer, heart disease, vaccinations (human and animal), needle exchange programs and testing
for sexually transmitted diseases. They also provide a number of telephone help lines on specific
issues.
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Public Health has three primary areas of focus:
1. Protecting Against Health Hazards














Air quality improvement
Beach water monitoring
Day nursery inspection
DineSafe (restaurant inspection)
Emergency response
Environmental protection
Food safety
Heat alerts
Pesticide use reduction
Pools inspection
Safe water
Smoking by-law enforcement
Tattoo and personal service settings inspection

2. Preventing disease
















Cancer prevention
Dental screening
Disease surveillance
Food handler training
HIV/AIDS hotline
Immunization
Institutional infection control
Methadone clinics
Needle exchange
Outbreak management
Rabies control
Sexually transmitted infections follow-up
Tuberculosis control
West Nile Virus prevention
Vaccine information
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3. Promoting good health






















Alcohol, drug use prevention
Birth control
Breastfeeding support
Community grants and partnerships
Dental care and education
Family health information and counselling
Food policy
Healthy babies, healthy children
Health status monitoring and reporting
Heart health
Mental health
Newborn hearing screening
Nutrition promotion
Parenting support
Physical activity promotion
Prenatal and postnatal home visits
Prenatal nutrition
Preschool speech and language
Healthy schools
Sexual health promotion
Smoking cessation
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IMMIGRATION AND CITIZENSHIP
Immigrating to Canada
Citizenship and Immigration Canada (CIC) is the federal department that establishes immigration
policy and determines who can enter Canada. CIC also enforces Canadian immigration law.
Visitors, foreign students and temporary workers are all subject to specific CIC requirements and
regulations.
Application should take place outside Canada at a Canadian Embassy, High Commission or
Consulate. In certain cases, application can also take place within Canada by contacting a CIC
Call Centre. There are different categories of immigrant applicants and each has different
requirements and steps in the application process.

SKILLED WORKERS AND PROFESSIONALS
For people who want to settle and work in Canada.

CANADIAN EXPERIENCE CLASS
For people who have recent Canadian work experience or have graduated and recently worked
in Canada

INVESTORS, ENTREPRENEURS AND SELF-EMPLOYED APPLICANTS
For people who want to start a business in Canada.
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PROVINCIAL NOMINEES
To apply under the Provincial Nominee Program, applicants must be nominated by a Canadian
province or territory.

Sponsoring your family
If you are a Canadian citizen or a permanent resident of Canada, you can sponsor your spouse,
common-law partner, conjugal partner, dependent child (including adopted child) or other
eligible relative (such as a parent or grandparent) to become a permanent resident.

Refugees
These are people who are fleeing persecution in their homeland and seeking protection in
Canada. The Immigration and Refugee Board (IRB) is an independent tribunal that is responsible
for making decisions on immigration and refugee matters. The IRB is primarily responsible for
adjudication, appeals and convention refugee determination.

Fees
A processing fee is required for each application submitted, but information and other
assistance at CIC offices is free. The processing fee will not be refunded if an application is
refused. A Right of Permanent Residence fee must be paid for every adult over the age of 19 in
the family before a visa can be issued.
A completed application and required documentation should then be mailed to a visa office. A
personal interview or further documentation may be required. Applicants selected for
immigration to Canada will then receive an immigrant visa.

Permanent Resident Card
The Permanent Resident Card is issued to clients as part of the immigration process. The
Permanent Resident card is now a compulsory document for all Permanent Residents. Any
permanent resident who leaves Canada then wishes to return to Canada will not be granted
entry unless they produce their PR card. The card expires every 5 years and you must reapply to
renew your card especially if you are planning on leaving Canada then returning.
To be eligible for a PR Card, you must:


be a permanent resident of Canada



be physically present in Canada



not be under an effective removal order



not be a Canadian citizen or a registered Indian under the Indian Act



Canadian Citizenship
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Clients must be at least 18 years old to apply for Canadian citizenship.
To apply for citizenship for a child under 18, make sure the following conditions are met:


the person applying is the child’s parent, adoptive parent or legal guardian



the child is a permanent resident, but does not need to have lived in Canada
for three years and



one parent is already a Canadian citizen or is applying to become a citizen at
the same time. This also applies to adoptive parents.

In addition, clients must have permanent resident status in Canada, and that status must not be
in doubt. Adults must have lived in Canada for at least three years (1,095 days) in the past four
years before applying. Children do not need to meet this requirement. Applicants must also
demonstrate adequate knowledge of either French or English.
Applicants must also demonstrate an understanding of the rights and responsibilities of
citizenship, such as the right and responsibility to vote in elections. Clients must also have an
understanding of Canada’s history, values, institutions and symbols.

HANDOUT AND DEBRIEF CANADIAN CITIZENSHIP PRACTICE EXAM
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EDUCATION

Language Instruction for Newcomers to Canada
LINC is a free language training program for eligible adult learners. The LINC program is funded
by Citizenship and Immigration Canada. You do not have to pay to for LINC classes. LINC
provides basic language skills.
To be eligible for the LINC program, you must:


be a permanent resident of Canada, or Convention Refugee



be a person in Canada whose application for Permanent Resident status is
being processed in Canada and who has been informed by a letter from
Citizenship and Immigration Canada of the initial approval of your
application subject to an admissibility assessment (this means you have
approval-in-principle)



be of legal school-leaving age within your province or territory (in Ontario,
age 18)



take a language assessment test at a Language Assessment Centre, to figure
out which level is right for you
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You are not eligible for LINC if you are a:


Canadian citizen



Refugee claimant



Temporary resident (such as foreign student, foreign worker or visitor)

English as a Second Language Classes
There are many different kinds of ESL programs. They are designed for people with different
goals and levels of English. Clients should ensure that the language training program is the right
one for them. The following serve as examples of different types of language training programs.
Enhanced Language Training (ELT)
Programs that provide job-specific, advanced level English training to adults. ELT is particularly
useful for internationally-trained professionals. Many ELT programs also have bridge-to-work
assistance, including mentorship, work placements and other employment help.
English linked skills programs
Classes that help learners develop English language skills while learning other business or
technical skills, such as typing or computer skills.
Occupation-specific language training (OSLT)
Programs that help newcomers learn the job-specific vocabulary they need to work in their field.
OSLT is particularly useful for internationally-trained professionals. Some programs, such as
those run by Community Colleges, also provide information about the socio-cultural skills
needed at Canadian workplaces.
Test preparation classes
Classes that help you prepare for certain English ability tests, such as Test of English as a Foreign
Language (TOEFL) or International English Language Testing System (IELTS.)
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USING ONLINE RESOURCES AS A SETTLEMENT WORKER: TIPS AND TOOLS

The Internet has an enormous quantity of information, with thousands of newsgroups and
billions of web pages. The two questions that face any settlement worker are:

How can I find what I want?
How can I know that what I find is any good?
The most important aspect of using the Internet for purposes of information and referral is to
know what it is that you are looking for. Although this may sound obvious or just imply common
sense, we have all probably experienced conducting a keyword search only to discover we can’t
find what we are looking for or that the returned results are so numerous that they become
unmanageable.
There is much to be done even before we prepare our search logic. The ability to execute an
effective search is largely predicated on the ability to conduct an effective needs assessment.
What is the client looking for? Does he or she know what they are looking for? Do they need
help in articulating their needs? A needs assessment is the process of helping an inquirer
identify, analyze and prioritize his or her needs. Too often, we are too quick to try and find the
answer without fully comprehending the question.
Formulate the information that you are trying to find or the question you are trying to answer
and its scope.
It is important to determine if the Internet will be the best tool to find what you are looking for.
For example, if you are searching for a telephone number, the phone book might be the best
tool. It all depends on what resources you have at your disposal.
Identify the important concepts within the question
What are the key concepts within the question? It's important to give some thought to exactly
what it is you are looking for. Take time to write down possible search terms keywords or
phrases. Are there unique words or characteristics of your query? It may be helpful to try and be
as specific as possible in identifying the concepts within the question.
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Identify search terms to describe those concepts
Consider synonyms and variations of those terms
Prepare your search logic

Search Engines
A search engine is given to search services that index web pages. Each search engine searches a
database of the full text of web pages selected from the billions of web pages out there residing
on servers. Typically, a search engine will send out a robot – called a spider or a crawler – to
connect to websites and capture the pages. Behind the scenes search engines compile
databases of web pages which allow users to search the Internet for specific resources, by doing
what is termed a keyword search.
There are several hundred search engines, but they fall into a handful of types or categories:
Global
This type of engine, typified by Google, Fast Search, Northern Light, HotBot, AltaVista, and
others, reads pages from all over the world in many languages. These engines may index more
than a billion pages.
Regional
Some search engines are limited geographically. For example, only information on Websites in
Canada may be indexed.
Targeted
These search engines limit themselves to one subject, like biography, medicine, graphics, art,
fishing, and so forth. Settlement.org is an example of a targeted search engine.
Reference
These provide information from a set of reference works, such as an encyclopedia.
When you are using a search engine it's important to clearly define your keywords. You need to
be specific rather than general, because there is so much information on the web, a general
search may return you hundreds of thousands of hits. Each search engine uses a slightly
different language to help you with your searches, so it is worth the time it takes to read the
search guides, tips or help pages each engine provides

What’s the difference between a search engine and a subject directory?
The answer used to be simple. Yahoo was an example of a subject directory and Google an
example of a search engine. The boundary between subject directories and search engines is
blurring, as more and more search engines include limited subject directories. Yahoo, for
example, was one of the original subject directories on the Web, but it has developed into a
major search engine as well.
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A subject directory comprises links organized into subject categories by human beings. Because
of the human involvement the database is rather smaller than the typical search engine
database, and it is more focused. Subject directories are intended primarily for browsing; that is,
the searcher may peruse a subject hierarchy in search of information. Many also feature a
search program, but it is the directory's subject categories that are searched, not a much larger,
uncategorized database as is the case with search engines.

CRITERIA FOR EVALUATING WEBSITES
Accuracy of Web Documents
The goal of the accuracy test is to assure that the information is actually correct: up to date,
factual, detailed, exact, and comprehensive. So how can we be sure if a web page is accurate?
There is no easy way to determine if a website is accurate but here are some things to look for:


Who wrote the page and can you contact him or her?



What is the purpose of the document and why was it produced?



Is this person qualified to write this document?

There are several indicators that may mean the source is inaccurate, either in whole or in part:


No date on the document



Vague or sweeping generalizations



Old date on information known to change rapidly



Very one sided view that does not acknowledge opposing views or respond
to them

Authority of Web Documents
Just because information is on the Internet, it does not make it credible. There needs to be
some evidence of authenticity, reliability and/or credibility. The author or source of the
information should show some evidence of being knowledgeable, reliable, and truthful. Here
are some things to look for:


Author's education, training, and/or experience in a field relevant to the
information. Look for biographical information, the author's title or position
of employment



Author provides contact information (email or snail mail address, phone
number)



Organizational authorship from a known and respected organization
(corporate, governmental, or non-profit)

Where is the document published? Check URL domain.
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Objectivity of Web Documents
An objective website is a source that engages the subject thoughtfully and reasonably,
concerned with the truth. It should be fair and balanced. One of the biggest hindrances to
objectivity is conflict of interest. Sometimes an information source will benefit in some way
(usually financially, but sometimes politically or even emotionally or psychologically) if that
source can get you to accept certain information rather than the pure and objective truth. Here
are some tips:


What goals/objectives does this page meet?



How detailed is the information?



What opinions (if any) are expressed by the author?



Determine if page is a mask for advertising; if so information might be
biased.



View any Web page as you would an infomercial on television. Ask yourself
why was this written and for whom?

Currency of Web Documents
As an information and referral provider, you must be careful to note when the information you
find was created, and then decide whether it is still of value and how much value. Outdated
information at best is useless and in some circumstances can be outright dangerous.
Information pertaining to social, human, health and government services is always in flux so we
must remember to check and re-check our data from time to time, and realize that we will
always need to update our facts.


When was it produced?



When was it updated?



How up-to-date are the links (if any)



How many dead links are on the page?



Are the links current or updated regularly?



Is the information on the page outdated?
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Coverage of Web Documents
Scope of coverage refers to the extent to which a source explores a topic. Consider time periods,
geography or jurisdiction and coverage of related or narrower topics.
Does the web document have the depth and comprehensiveness of coverage that you require?
Is all the information that you require available from that website? There are many questions
that you need to ask yourself about the coverage of web documents including:


Are the links (if any) evaluated and do they complement the documents'
theme?



Is it all images or a balance of text and images?



Is the information presented cited correctly?
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www.integration-net.ca/
Funded by Citizenship and Immigration Canada (CIC), Integration-Net is a communications,
information and research tool to support the work of the Canadian settlement community. It
also provides a means to develop a national and international exchange of information and
ideas about best practices on integration strategies and programs.
www.settlement.org
The Settlement.Org website provides newcomers with information and resources to help them
settle in Ontario. The website includes the following information:













Ontario By Topic — eight important settlement topics, found at the top of
every page.
MySettlement — allows you to personalize Settlement.Org. Save
bookmarks, share timelines and stay updated on the topics that interest
you.
Discussion Area — post your settlement-related questions and comments in
the MySettlement Discussion Area. You will receive accurate and up-to-date
answers.
First Days Guide — what newcomers need to know during their first two
weeks in Ontario.
Find Help Close to Home — search for help in any Ontario city or region.
Site Search — Settlement.Org’s new Expanded Search will search other
trusted sites as well.
Forms — frequently requested government forms that you can download
and print.
Site Help — an outline of how Settlement.Org is organized.
About this Site — a description of the purpose, background and ownership
of the Settlement.Org website.
Events — listings of workshops, programs, headlines and more.
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Coverage of Web Documents
Settlement.org At Work
atwork.settlement.org/atwork/home.asp
Settlement.Org At Work is a professional development website for those working with
newcomers to Ontario. It is a portal to professional development information for frontline
workers and managers of immigrant-serving organizations. The site focuses on two main areas:
Assisting Clients – Serve your clients with the most up-to-date skills and techniques available,
including counselling, serving specific communities, information and referral and more.
Assisting Staff – Deal with workplace issues, including conflict, stress, policies and human
resource management. The site also provides access to funding and program-specific resources.

Employment Ontario
www.edu.gov.on.ca/eng/tcu/etlanding.html
Employment Ontario connects people looking for work with employers looking for workers. The
site provides information on training, apprenticeships, education, and skills training. You can
also call the toll-free helpline at 1-800-387-5656.

Employment Ontario Partners Gateway (EOPG)
www.eopg.ca
This site provides support to partners and agencies delivering Employment Ontario projects or
services. It provides tools and materials to support the Employment Ontario brand, and
employment and training information and services within the Employment Ontario network of
service providers.
EOPG has also produced a helpful Information and Referral Resource Guide that contains a
comprehensive listing and explanation of Employment Ontario programs and services. You can
download the guide by going to www.eopg.ca/eng/eoirm/IR_Resource_Pkg_2007.pdf

Career Maps for Internationally Trained Professionals and Tradespeople
www.ontarioimmigration.ca/english/how_work_career_maps.asp
The Ontario Government has partnered with a number of regulatory associations to create
career maps for internationally trained professionals. Career maps explain in detail every step of
the registration process, including language requirements, industry trends, labour market
conditions, credential assessment process and licensing fees. The website contains information
on Global Experience Ontario, HealthForceOntario, bridging programs, internships and more.
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Citizenship and Immigration Canada
www.cic.gc.ca
This website is a useful source of information about immigrating to and settling in Canada. It
contains information about visiting, studying or working in Canada temporarily and applying for
citizenship and sponsorship.

Centre for Internationally Trained Professionals & Tradespeople (CITPT)
www.cftpt.org
CITPT provides free and unique programs that help internationally trained professionals and
tradespeople secure work related to their skills and professional background.

Ontario WorkInfoNet (OnWIN)
www.onwin.ca
The OnWIN website specializes in providing links to work and career-related websites in Ontario.

Career Bookmarks – Toronto Public Library
careerbookmarks.tpl.toronto.on.ca
Career Bookmarks is a gateway to job and career-related information. Library staff use their
expertise in finding, selecting and organizing information to develop and maintain a site which
brings together Internet and library resources in a well-organized, coherent fashion.

Contact Point
www.contactpoint.ca/
Contact Point provides career development practitioners and career counsellors with resources,
learning and networking.

211 Ontario
www.211ontario.ca
211Ontario.ca is your connection to information about community, social, health and
government services in Ontario. It should be your first stop for information about child care,
language classes, job searches, housing, emergency shelters, services for persons with
disabilities, services for newcomers, home support, legal assistance, financial assistance and
much more.
The website is part of an integrated telephone and Internet-based 211 provincial system
providing clients/users with one-stop information about, and referrals to, local community,
social, health and related government programs and services.
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By dialing 2-1-1, clients are directly connected to a qualified information and referral specialist.
211 telephone service is currently available in Halton Region, Niagara Region, Simcoe County,
Windsor-Essex, Thunder Bay District, Peel Region and Toronto.

ConnexOntario
www.connexontario.ca
ConnexOntario Health Services Information exists to improve access to alcohol and drug,
gambling and mental health services for Ontario residents. ConnexOntario operates the Drug
and Alcohol Registry of Treatment (DART), the Ontario Problem Gambling Helpline (OPGH) and
Mental Health Service Information Ontario (MHSIO), all of which provide information and
referral to services in Ontario.

Service Canada’s Labour Market Information
www.labourmarketinformation.ca
Labour Market Information (LMI) provides Canadians with a wealth of information on
occupations, labour market and socio-economic trends, industry and community analysis. The
Labour Market Information Service:


provides detailed labour market information at the local or community level
 analyses data and local events in order to identify community specific
labour market trends and opportunities
 works with other labour market players, including businesses, educational
institutions and local and provincial governments
 ensures people have access to quality labour market information.

Service Canada – Job Futures
www.jobfutures.ca
Job Futures is a career tool to help you plan for your future. It provides useful information about
265 occupational groups and describes the work experiences of recent graduates from 155
programs of study.
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Resources Exist for Network and Training (RENT)
www.housingworkers.ca
www.housingworkers.ca is the hub of communication, programs and resources offered by
RENT. RENT now provides the following services and resources for housing workers:


Training Workshops
 Online Discussion Area - to post questions and share information with
mentors and colleagues
 Searchable Database of members by work context, client population,
language, and location

www.landlordconnect.ca
www.landlordconnect.ca is an online centre of information and vacancy listings, facilitating the
identification of private landlords offering affordable housing, and providing support to
partnerships between landlords and housing help services. The aim of landlordconnect.ca is to
have more units of housing in the private rental market found and kept by the clients served in
the housing help sector.

Community Legal Education Ontario – CLEONet
www.cleonet.ca
CLEONet has resources, news, and events produced and submitted by community organizations
and legal clinics across Ontario.
You can use this information to:






increase your knowledge of the law
develop legal information materials and workshops for your clients
learn about law reform campaigns, key changes in the law, and community
events
share your legal education materials
promote your events and campaigns
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Organizational Standards Initiative
www.orgwise.ca
This website provides many excellent resources for both settlement workers and organizations.
The Organizational Self-Assessment Tool aims to help agencies strengthen capacity and
accountability. It enables organizations to assess their strengths and weaknesses against the
sector standards and then links them with the resources and policies they need to further
develop their organizational systems. There is also a glossary of helpful terms that are
commonly used in the field of settlement work.

Survival Information for Young Newcomers in Ontario
www.newyouth.ca
This bilingual website is a project of OCASI and provides information & referral to newcomer
youth throughout the province of Ontario. It provides information on school, health, law,
volunteerism and has a calendar of events that are geared to youth.

The Alliance of Information and Referral Systems (AIRS)
www.airs.org
AIRS is a professional membership association of more than 1,200 I&R organizations, that brings
people and services together. This site provides us with the Standards for Professional
Information and Referral as well as information on certification and accreditation.
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The Glossary of Information, Referral and Settlement Terms has been taken from different
sources including the ABC’s of I&R the Glossary of Terms located in www.orgwise.ca which is
part of OCASI’s Organizational Standards Initiative.

ACCESSIBLE
Without physical, cultural, financial, or psychological barriers to service.

ACCLIMATIZATION
When immigrants deal with their immediate, basic needs and are becoming
familiar with their new environment, including customs, language,
governmental and social systems, rights and responsibilities, even the weather

ADAPTATION
When immigrants gain more in-depth and specific knowledge about their new
environment, reassess personal goals, develop social networks and become
more independent.

ADVOCACY
Actions taken by the I&R service to ensure that people receive the benefits and
services to which they are entitled and that organizations within the established
service delivery system meet the collective needs of the community.
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ANTI-OPPRESSION
Used as an umbrella term that includes activities, practices, policies, ways of
thinking, and initiatives that address oppression in all its forms (e.g. racism,
homophobia, classism, ablism.) Anti-oppression is a broader term that includes
a commitment to equity and accessibility.

ALLIANCE OF INFORMATION AND REFERRAL SYSTEMS (AIRS)
The professional association for information and referral providers.

ASSESSMENT
The process of helping a client identify, analyze and prioritize his or her needs.

BEST PRACTICES
Ways of working that are acknowledged as effective and deserving of
emulation.

CAPACITY DEVELOPMENT
Refers to a deliberate, coordinated process to grow, strengthen, create, adapt,
or maintain the capacity of an organization or community over time.

CLIENT-CENTRED
A client-centred approach involves putting clients at the centre of the work we
do and taking direction from their needs and concerns. This may include
advocacy, supporting self-empowerment, and respecting the client’s autonomy,
voice, self-determination, and participation in decision-making.

CONFIDENTIALITY
The requirement that the I&R service disclose personal information about the
identity of clients, their requests and the resources given to them only when
necessary. Information about a client must not be shared with others unless
disclosure is required by law, explicit permission has been secured from the
person to do so, or unless the person is in danger of harming him or herself or
another

CULTURE
The sum total of the way of living; includes values, beliefs, standards, language,
thinking patterns, behavioral norms, communications styles, etc. Guides
decisions and actions of a group through time.
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CULTURAL COMPETENCE
A set of congruent behaviours, practices, attitudes and policies that come
together in a system or agency or among professionals, enabling effective work
to be done in cross-cultural situations.

DISCRIMINATION
The conscious or unconscious act of dealing with people on the basis of
prejudicial and predisposed attitudes rather than individual merit.

DIVERSITY
The recognition and acknowledgement of individual differences, and all the
ways that we are unique and different from each other. Diversity recognizes
differences, respects differences and strives to celebrate them. Diversity is
about respecting individuals from different backgrounds who may have
potentially different values.

EMPOWERMENT
Helping inquirers understand the steps that need to be taken to obtain needed
services so that they can advocate on their own behalf.

EQUITY
Equity is about fairness, justice, access to equal opportunity, recognizing
inequalities and taking steps to address them. It requires eliminating barriers to
economic, social and political opportunities and access to services.

FOLLOW-UP
The process of contacting inquirers and/or the organizations to which they were
referred to determine whether their needs are being met and if not, why no t.
Additional assistance to the client in locating or using needed services may be a
part of follow- up.

OPPRESSION
The systemic mistreatment of one group of people by another group of people
between whom there is an imbalance of institutional power. Mistreatment can
include psychological, physical and verbal forms of abuse and subjugation.

ORGANIZATIONAL CAPACITY
A multi-faceted concept referring broadly to an organization’s power, strength,
and ability to grow, develop, and accomplish its goals. Elements of capacity can
include knowledge, people and resources.
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ORGANIZATIONAL STANDARDS
Standards that are mainly concerned with governance and management, as well
as broad approaches to service delivery and community building.

RACISM
A set of attitudes that defines people based purely on their race, colour,
religion, origin or ancestry and contends the supposed superiority of one race
above another.

SELF-DETERMINATION
The right of inquirers to make their own choices and decisions at each step in
the I&R process.

SETTLEMENT
Amongst community based immigrant and refugee serving agencies, settlement
is defined as a multi-dimensional, long-term, dynamic process that involves a
two-way process of accommodation and adjustment between
immigrants/refugees and society. Hence, settlement programs include a diverse
range of services – from those focused on frontline activities that address the
individual needs of immigrants and refugees to community capacity building &
advocacy initiatives that address the context or conditions in which they live.

STANDARDS
Reference points that define expected practices within a field and can be used
to measure the extent to which individual organizations are in compliance with
those requirements.

VALUES
Values are ideals, standards, or qualities considered worthwhile or desirable.
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