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Executive Summary

The number of Chinese-Canadians has been increasing rapidly. More than half of them live in
Toronto. The demographic characteristics of these immigrants are different from their previous
cohorts.  They tend to be skilled and also highly educated.  The recent rapidly increased Mandarin
speaking Chinese immigrants have also changed the profile of the community. These changes
lead to the present study that concerns how well these immigrants settle in Toronto, and whether
the existing services are able to meet their needs.  The purposes of this study are to:  1) explore
the needs of the Chinese immigrants in Toronto, 2) identify the barriers to services, 3) identify the
gaps in the services, and 4) identify the issues in the process of service receiving and delivering
that may help to point out the directions for future settlement service planning.

Our research methods include reviewing literature, examining the demographic profile of
the Chinese-Canadians in GTA, and collecting data from focus group interviews.  We held focus
groups for both service users and providers.  A non-random sample of 25 self-selected Chinese
immigrants was recruited through two strategies.  We sent pamphlets to all the members of CIN.
A snowball technique was also used to recruit participants.  A total of 9 agencies, which either
serve almost exclusively or have a good number of Chinese-Canadian clients, were recruited.

In this study we contend that settlement is a multi-dimensional concept.  We also view
settlement is a process in which immigrants attempt to adjust, adapt and integrate in the Canadian
society.  We also recognize that settlement period varies from person to person, and there is no
definite time frame for settlement.

We observe that services to immigrants include two types.  The first one is general public
services like those of health care, services from HRDC, welfare, schools and so on that are used
by immigrants and non-immigrants.  Services also refer to specific settlement services for
immigrants, which are defined by various funding bodies and agencies.

Our findings suggest that the Chinese-Canadians face many challenges in the process of
settling in Toronto.  Both service users and providers perceive employment and language barriers
as the most difficult challenges.  For employment, the key barriers to employment opportunities
are the devaluation of foreign credentials and work experiences.  Lack of affordable day care
services is also seen as a barrier, especially for women, to participate in labor market.  Language
barriers are manifested in everyday living experiences, employment, and health care settings.
Mandarin speaking Chinese immigrants also feel that their dialect prevented them from
integrating into their own community, which is still dominant by the dialect of Cantonese. Other
concerns are also expressed.  They include the well-being of the elderly immigrants, ageism
during job search, parenting, housing and so on.

When seeking help from service agencies, users find difficulty in accessing to
information, short of services that they needed, lack of appropriateness of services in language
training (ESL and LINC for examples) and job search programs are of problems.  Mandarin
speaking service users perceive that the service sector in the Chinese community lacks Mandarin
speaking staff.

Service providers also face a set of challenges when offering services.  Inadequate
funding is the key problem that affects the quality and the range of services offered.  Furthermore,
narrowly defined settlement services and a time-cap as a legitimate criterion for acquiring
services imposed by the funders onto the services providers are seen as problematic.  These have
limited the availability of services that are in great demand, and also limit the legibility of many
potential users.

We argue that two major factors have contributed to the problems in the service sectors.
1) Policies, programs, and priorities developed by the key funders do not match the demands of
the immigrants.  2) Government sectors, ethno-specific sector and mainstream multi-ethnic sector
work in solitude.  Service users often fall into the gaps when they seek service.  The concerns
demand a better service delivery model so that the needs of these Chinese-Canadians can be met.
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The recommendations to designing such a model require attention to collaboration among
different service sectors.  1) The governments should take a leading role in dismantling the
structural barriers against foreign-trained workers and professionals. Different levels of
government should have a better collaboration with service providers.  In stead of imposing
funders’ narrow definitions on settlement services, services must be developed with the input of
users and providers.  2) Collaboration between public service and immigrant service agencies
should be enhanced.  Often users are referred to some public services such as HRDC, and health
institutes by immigrant services agencies.  But these users often do not get culturally and
linguistically appropriate services from these public services.  3) Collaboration among the service
agencies is greatly needed. For example, CIN has been taking the role to facilitate the
collaboration and communication among agencies in the community.  However, lack of adequate
funding has created an undesirable working conditions for the providers, which hinders sincere
teamwork in the community.  This situation is difficult to improve except a more stable and
adequate funding can be materialized.
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Introduction

Canada is a country of immigrants.  Their contribution to Canadian society is far
beyond cultural diversity and economic prosperity.  In the 90s, on average there has
been about two hundred thousand immigrants entering Canada each year.  A recent
announcement from the Immigration Minister reveals that Canada aims at attracting
between 200,000 and 225,000 newcomers in each of the coming years. How well these
immigrants settle in Canada has a definite impact on all sectors in the society.  However,
many studies (Canadian Task Force on Mental Health Issues Affecting Immigrants and
Refugees, 1989; Reitz, 1995) indicate that recent immigrants have difficulties in gaining
equal access to health and social services that may affect their well-beings.  Often cited
barriers to services include lack of linguistically and culturally appropriate services,
racism in the service delivery, just to name a few. The present study attempts to explore
the needs of Chinese immigrants in Toronto, identify the barriers to services, and the
gaps in the services.  In addition, this study also attempts to identify the issues in the
process of service receiving and delivering that may help to point out the directions for
future planning.

There are at least four reasons why a study like this should be conducted in the
Chinese community in Toronto.  First, in 1991, the number of the Chinese Canadians
has become the second largest immigrant group in Canada, just after British (Statistics
Canada, 1994: 22).  A few numbers can show how fast the Chinese population grows in
Canada.  Between 1956-67, the number of Chinese Canadians was 30,546; between
1968-76, the number was 90,118; between  1977-84, the number was 79,230; and
between 1985-94, the number has reached 352,967 (Li, 1998: 97).  Second, like most of
the immigrants, the Chinese Canadians tend to be urban settlers; two-thirds of them live
in Toronto and Vancouver.  More than half of them lives in Toronto (GMA).  According to
the 1996 Census of Canada, there were 360,945 Chinese Canadians living in Toronto
(GMA) (Statistics Canada, 1996).

Third, Chinese Canadians have had a long history in Canada.  Around 1858, a small
wave of Chinese migrants came to Canada from the West Coast of the United States.
They came for the gold rush in the Fraser Valley of British Columbia.  Due to many
legislative discrimination, exclusion, and prejudice in the past, including an exclusion act
and head-tax system, the majority of these male laborers were not able to reunite with
their wives and established their families in Canada. Only until a universal point system,
in which prospective immigrants are judged by their merits regardless of their country of
origins or racial backgrounds, was implemented in 1967, the situation had started to
change. The sex ratio in the Chinese-Canadian community was not balanced until 1991
(Li, 1998: 101). As a consequence, it created “a delay of second generation” as Li (1998:
72) termed it. Evidence can be seen in the 1996 Census.  Only 9% of the Chinese
Canadians, aged 15 and up, in Toronto are native-born.  In other words, the Chinese
community is still an immigrant community in which many of them are still struggling with
settlement related problems.

Fourth, the trend of immigration pattern in the Chinese community has changed. The
Chinese immigrants from Hong Kong have been replaced by those from Mainland
China.  According to the data released by Citizenship and Immigrants Canada, the 1998
Canadian Immigration figures showed that there were a total of 173,700 new landed
immigrants in 1997.  Almost twenty thousands, 19,685, came from Mainland China
which has become the top sending country (World Link, April 1999).  Migrants from
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Taiwan are also catching up.  Just in the first two months of 1999, the number of
Chinese from Taiwan have reached 849, surpassing that from Hong Kong, 575.  The
figure for those who came from Mainland China in the same period is 2,754 (ibid.). This
indicates that the Mandarin speaking Chinese in the community are on the rise and
Mandarin will become the dominant dialect in the community. Some figures indicate the
change.  The Mandarin speaking population among the new arrivals is on a rapid rise.
In 1995, only 40% of all the Chinese immigrants were Mandarin speaking, and the
percentage of these Mandarin speaking Chinese immigrants has increased annually: in
1995, 51% in 1996, 77% in 1998 and 86% in 1999 (Jan.-Feb.) (ibid.).  In Greater
Toronto, the Mandarin speaking population has increased from 42% in 1994 to 77% in
1999 (Jan.-Jun.) (World Link, July).  It also suggests that in terms of spoken dialects,
social and cultural life, the community is becoming more diverse.

This study on settlement issues is situated in an immigrant community, like the Chinese,
which has reached a substantial size, and at the same time it has experienced dynamic
changes within the community.

Section I.  Literature Review

1. What is settlement?

Like integration, it is difficult to define what settlement is, because first of all it is a very
abstract term, very difficult to grapple with, and settlement experience varies from
individual to individual. Like integration (see Weinfeld and Wilkinson, 1999), settlement
can be a multi-dimensional concept.  An immigrant could have settled in some domains
but not in others.  For example, an immigrant could have found a place to live where he
or she feels settled.  But the same person does not feel settled in another domain where
he or she cannot find a career in his or her field.  While the subjective sense of
settlement of an immigrants should come to terms with survey, directly asking the
immigrant’s subjective experience, researchers could attempt to look for indicators which
might shed some light on how well immigrants settle in our society.  Citizenship and
Immigration Canada (CIC) has suggested some indicators which identify the domains
where some measurements can be conducted.  CIC defines settlement in the following
ways:

Settlement means the process by which a newcomer, during his or her first few
years in Canada, acquires basic information, knowledge and skills to become
self-sufficient, e.g. find a home, find a job, communicate in one of Canada’s
official languages, access health services, interact with schools, etc.  (1995)

Neuwirth’s definition on settlement (1986) is very similar to the definition
discussed above.  He suggests that initial adaptation during the transition period,
linguistic, economic, occupational, social-institutional and cultural adaptations, and
physical and mental well-being (cited in Neuwrith and Jones, 1989). Other researches
identify several indictors of successful settlement which are embraced in social,
economic, cultural, and political domains (Canadian Council for Refugees, 1998 cited in
United Way, 1999: 12).

However, Mwarigha (1998) emphasizes the different stages that most immigrants go
through.  He identifies three main stages during the process of settlement: an immediate
stage, intermediate stage, and long-term stage.  Unlike the definitions of CIC and
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Neuwirth, Mwarigha’s time frame in the process of settlement definitely goes beyond the
initial short period.  He argues:

• In the immediate stage, newcomers require a range of services, such as:
shelter, food, clothing, information and orientation, and other essential
‘reception’ or early settlement services.

• In the intermediate stage immigrants learn more about how to access and
enroll in a number of Canadian systems, starting with language (ESL)
classes, upgrading training and education, health, housing and legal systems.

• The long term stage involves diverse and much more differentiated elements
that facilitate the long term participation of individual immigrants in Canadian
society (ibid.: 93).

The Ontario Council of Agencies Serving Immigrants (OCASI), which represents more
than one hundred and thirty immigrant services agencies, and will be introduced in the
next section, defines settlement in more operative terms:

Settlement is a process or a continuum of activities that a new immigrant/refugee
goes through upon arrival in a new country.  This process includes the following
stages:
- Adjustment: acclimatizing and getting used to the new culture, language, people
and environment or coping with the situation
- Adaptation:  learning and managing the situation without a great deal of help
- Integration: actively participating, getting involved and contributing as citizen of
the new country (Holder, 1999: II-1).

In short, these definitions seem to recognize that settlement as process, but
under what situation is considered settled, and within what timeframe it takes to settle
remain unclear. Other than this simple common ground, its definition remains in dispute.
In this study, therefore, we view settlement is a process in which immigrants attempt to
adjust, adapt, and integrate in the Canadian society, we contend that settlement period
varies from person to person, and there is no definite timeframe for settlement for all
immigrants.

2. Needs of Chinese Immigrants

One problem in the study of needs of immigrants from settlement service
perspective is that studies often fail to differentiate the needs of newcomers and those
who are “older” immigrants.  One of the hurdles to define needs of settlement is that we
lack a clear and articulated definition of settlement.  Therefore, we have no yardstick to
identify the needs in relation to settlement.  Do the needs of immigrants change
overtime?  Are there unique needs in different stages of settlement?  How are the needs
of immigrants different from native-born Canadians?  All these questions demand some
answers.  However, scholars have suggested different ways to tackle this problem.
Reitz’s approach (1995: 22-4) to examination of the needs of minorities can be applied
to research on the needs of settlement.  He argues that the needs can be known by
working with minority cultural groups, and the knowledge of that is presented in articles
and textbooks.  Moreover, minority workers and professionals in the field of social
services is another channel to acquire the knowledge of minority group needs.  By the
same token, we can learn about the needs of immigrants by referring to the relevant
studies, and also consult the workers who work closely with their immigrant clients.  In
addition, we can learn about the needs directly from asking the immigrants themselves.
This study is to use these three methods to explore the needs of the Chinese
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immigrants.  Before we report what the workers and the immigrants inform us about the
needs in the focus group meeting, we review some of the relevant literature.
As discussed above, we have very few sources to check if immigrants who have lived in
Canada for a longer period of time are more settled than those who are recent
immigrants are.  Studies on immigrants generally paint a broad stroke on the needs or
difficulties that they encounter.  However, we can learn about their needs by examining
various studies that document barriers and difficulties to successful settlement.  In turn,
these studies reflect the needs of these immigrants.   Of many challenges, we highlight
language, economic and occupation adaptation, social-institutional and cultural
adaptation, and physical and mental well-being.

2.1 Language

Census indicates that 77.4% of the Chinese could speak English only, 5.9% of them
could speak English and French, and 15.6% speak neither English nor French (Li, 1998:
109).  Although one might argue that a great majority of the Chinese are able to speak
English, the data do not show how well they can manage this official language.  It does
not indicate whether this great majority of the Chinese encounter difficulty when using
English to communicate with other Canadians in different social domains.  What is clear
though is that almost 16% of the Chinese do encounter some language barriers in
Canadian society.  The disadvantages of language barriers are numerous.  Boyd, De
Vries and Simkin (1994) argue that there is a positive co-relation between the acquisition
of official languages and the economic integration of immigrants.  In other words,
language barrier hampers immigrants from fully participating in job markets for example.
Furthermore, language barrier also limits the accessibility to health care and social
services since for example in Metropolitan Toronto the majority of the care providers in
the established agencies speak only one language: English (Medeiors, 1991, cited in
Henry et al., 1995:158).  In Toronto social workers who work in ethno-specific setting
report that the daily activities of some of their clients are confined in Chinatown area
because of language barriers.

2.2 Economic and Occupational Adaptation

Census 1996 suggests that Chinese in Canada and also in Toronto tend to have
higher education level than non-Chinese.  However, their income has been below
national average.  In 1995, the average individual annual income for the Chinese in
Toronto was $21,297, while the average was $28,980 for the rest of the population.  This
holds true across both sexes and all age categories (Census, 1996). Furthermore,
Census 1996 also indicates that the Chinese in Toronto are under-represented in
managerial positions. The reasons for such discrepancy might be due to systemic
discrimination in the labor market.  Basran and Zong (1998) study a group of foreign-
trained Indo- and Chinese- Canadian professionals.  These visible minority professional
immigrants perceive that institutional barriers such as non-recognition or devaluation of
credentials were major factors that have led to their occupational disadvantages.  Other
studies also find that lacking Canadian experience and inadequate command of English
are other barriers of immigrant professionals (Ornstein and Sharma, 1983;
Basavarajappa and Verma, 1985).
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2.3 Social-Institutional and Cultural Adaptations

When immigrants come to a new country, settlement involves adaptation. It is not
difficult to understand that some immigrants, who come from a very different social and
cultural background, may face more difficulties in the process of adapting to a new living
environment.

A study (Kappel Ramji Consulting Group, 1999) conducted to assess community  needs
in York Region for Fu Kwong and YWCA of Toronto reports problems on social and
cultural adaptations among Chinese immigrants who live in the region.  The report says :

For women in the Cantonese community, special emphasis was placed on the
issue of conflict with children because of not understanding the pressures or
expectations of the North American education system well enough to be
supportive.  As well, since many women are effectively sole support parents
while their husbands are in Hong Kong/overseas working, they do not have many
basic life skills that might typically be thought of as male responsibilities such as
home and car maintenance (p.8).

Leung’s study (unpublished) finds that some parents are not familiar with the
school systems here.  For example, when some new Chinese immigrant parents in
Montreal look for schools for their children, they do not realize that there are two school
boards, the Protestant and the Catholic.  After some investigation, they realized that they
not only have nothing to do with each other, but also they are separated from CEGEP,
which is another system exclusively for college education.  Some of the parents also
have difficult to understand and to accept the ways of teaching and the curriculum used
in the schools.

These studies suggest that some Chinese Canadians are still adapting their lives
in the Canadian society.  Although some might have more pleasant experience during
the process, others might experience more difficulties.

2.4 Physical and Mental Well-Being

There are many factors that contribute to our physical and mental well-being.
When we have problems whether it is related to health, or other social concerns,
sometimes we must rely on professional caregivers.  When we are sick, we seek help
from physicians.  When we have conflicts between spouses, counseling might be
sought.  However, if these professional care givers’ value systems, belief systems (Lock,
1993: 151) are different from their clients, and if they are not able to communicate
effectively with their clients with a common language (Sue et al., 1991), very likely the
clients might not receive the care they need (see Henry et al., 2000; James, 1996).
Those Chinese immigrants, whose social and cultural backgrounds are very different
from those in Canada, and whose English proficiency is low, may experience difficulties
when seeking social and health services.

2.5 Summary

The literature reviewed above suggests a mixed picture on settlement among the
Chinese.  Some of them are more settled in some areas while others face more
challenges in the process.  Furthermore, the literature suggests that there is a wide
range of needs.  The needs can be language training, equal access to employment
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opportunities, linguistically and culturally sensitive social and health services.  Some of
the needs may not be met in a short time frame.  It also indicates that some Chinese
immigrants will not settle, if some of the fundamental needs and concerns cannot be
met.  It is adequate to argue that immigrants who are settled do not necessarily rely on
public assistance or professional help.  Informal help such as social network, friends,
and family members can be important. However, those who are still struggling to settle in
our society can be benefited if formal assistance can be offered.  We are going to
explore in what context immigrants can get help when they encounter difficulties.

3. Services to Immigrants: The Past and the Present

United Way of Greater Toronto offers an insightful observation on the difficulty in
defining immigration settlement services.  The report (United Way, 1999: 21) states, “An
exact definition of immigration settlement services is difficult to establish, as many
advocates believe that the experience of immigration cannot be separated from other
events in the life of newcomers.”  In the whole process of settlement, newcomers seek
general public services, which are also used by non-newcomers, as well as more
specific services categorized as settlement services, which are more likely used by
newcomers exclusively.  Therefore, both services, general public types and more
settlement orientated types, play a very vital role in helping newcomers to settle.

There are three sectors in which immigrants can obtain services.  First, all
governments have the obligation to look after the well-being of their people.  The
Canadian government, like others, set up public institutions such as schools,
government offices, hospitals, child-welfare agencies and so on to serve all the people in
Canada, immigrants included.  In recent decades, the Canadian government has
developed services for immigrants.  Beyene et al. (1996: 171) observe that “That the
Canadian government has a major responsibilities for social support services to
immigrants and refugees is a relatively recent concept.”  Different federal government
departments fund various settlement services. Citizenship and Immigration Canada
(CIC)  funds settlement services through three major programs:  Immigrant Settlement
and Adaptation Program (ISAP), Language Instruction for Newcomers (LINC); and the
HOST Program.  Other non-profit organizations, and foundations, such as United Way
and Trillium Foundation, also fund a great variety of services, and settlement related
services to immigrants (see Blue Book, which is a directory of community services in
Toronto).  Many community-based service agencies apply funding from the government
and also from different non-profit organizations and foundations.

Burnet and Palmer (1989: Chapter 9) have documented the evolution of ethnic
associations in Canada.  They observe that the general trend is that new immigrants
establish associations to meet the needs related to settlement in the host country soon
after immigration.  These needs include services and information, which could be met in
their own languages and cultural backgrounds.  Services like these are seen as a
complement to other services that fail to meet the needs of some ethnic groups (Tator,
1996: 153).  Jewish Immigration Aids Services (JIAS) is a good example. Its mandate is
to provide with settlement services to the members in the community.  Some of the
reasons for the establishment of these ethno-specific organizations are that clients from
minority groups are not able to get culturally and linguistically sensitive services from
mainstream institutions, and some immigrant clients prefer receiving social services
provided by the caregivers from their similar ethnic backgrounds (see Beyene et al.,
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1996; Cox and Ephross, 1998).  These ethno-specific organizations heavily rely on
funding from governments.

To sum up, services to immigrants can be obtained from several sectors: those
from general public services, community-based organizations, and ethno-specific service
agencies.

4. Services to the Chinese immigrants in Toronto

As Burner and Palmer (1989) point out, ethnic associations or organizations are
developed to provide services for their members in the communities.  This phenomenon
can be seen throughout the history of Chinese immigrants in Canada.  Facing
discrimination and prejudice, and exclusion from the external society in the nineteenth
century, Chinese immigrants had no choice but turned themselves to community
organizations for aid and social services (Li, 1998: 77).  Many of these voluntary
organizations were clan and locality associations.  In addition, religious organizations
had also played an important role to offer aid and social services to early Chinese
immigrants. Burner and Palmer (1989: 132-3) find that in the turn of the century in
Toronto, Chinese missionaries, and organizations such as YMCA and Yong Men’s
Christian Institute offered language classes, medical services, welfare service, and
support in fighting discrimination.

The change of racially discriminatory immigration policies to a universal point
system, which selects immigrants on the bases of their merits, has a big impact on the
Chinese community in Canada.  The volume of the Chinese immigrants to Canada has
increased tremendously, and the demographic characteristics of the new Chinese
immigrants have been very different from the pervious counterparts.  They are no longer
the unskilled workers from mainly rural backgrounds.  The ones in the new waves are
skilled, highly educated, and English speaking urban dwellers. The voluntary
organizations established in the old days could no longer meet the needs and concerns
of the more recent Chinese immigrants.  New community-based and professionally run
organizations, which offer immigrant services and other health and social services, have
begun to emerge (Thompson, 1989; Li, 1998: 115).

There are at least more than thirty ethno-specific service agencies in the Chinese
community (see Appendix A).  Their services aim at serving the Chinese Canadians in
Toronto.  These agencies offer a wide range of services in a culturally and linguistically
sensitive fashion.  These services include health, women’s health, mental health, family
services seniors support services, legal clinic, employment, recreation, settlement
services, advocacy groups and so on.  In addition to these service agencies, the
Chinese Canadians can also seek services from other government institutions,
settlement services from OCASI service agencies, and others outside the Chinese
community.

5. The Issues in Service Delivery

In response to the barriers in the service delivery, several models and strategies
have already been implemented. As reviewed above, one of the models is the so-called
ethno-specific (parallel) programs or organizations (Matsuoka and Sorenson, 1991; Sue
et al., 1992), which is  believed to be more flexible, more culturally and linguistically
sensitive, and more effective when delivering services to their clients in the communities.
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Another approach can be labeled as the bridging model (Matsuoka and Sorenson,
1991).  The characteristics of this model are that mainstream institutions such as
hospitals and services centers hire workers from different ethnic-cultural backgrounds so
that multilingual and multicultural services can be offered to ethnic diverse groups.  The
word ‘bridging’ indicates that these institutions link their resources to other ethnic
communities.  They would develop liaison with those cultural community organizations
mentioned above.  Through this connection, both public institutions and the ethnic
organizations can be cross-culturally sensitized. The third one is that some public
institutions maintain their staff, set up programs and talks to sensitize them to deal with
the needs of their ethnic clients (ibid.).

Despite different models and strategies have been implemented, Chinese
immigrants, along with other minority group clients, continue to experience barriers when
seeking services, and their needs are not adequately met.  The question remains to be
explored is what the shortcoming in the whole service delivery system is.

In brief, after reviewing the literature, what have we learned?  There is no clear
definition of settlement.  Furthermore, it is also unclear what the needs of immigrants or
settlement are, because they may vary in different stages of settlement, and vary from
individual to individual.  However, it is clear that in the process of settling, immigrants
need services from both general public types and also more settlement specific types. In
spite of the fact that there are many available channels for immigrants to get services, it
is frequently reported that their needs are not adequately met.  As Geronimo (2000: 5)
describes the settlement service sector, “…policies, programs, and priorities [in
settlement services] are developed, interpreted, and implemented without a commonly
understood set of standards, principles, or purpose [sic].”  All these issues and concerns
lead to the present study.  As discussed above, many Chinese Canadians are still
struggling with challenges in settlement. Therefore, the purposes of this study are to:  1)
explore the needs of the Chinese immigrants in Toronto, 2) identify the barriers to
services, 3) identify the gaps in the services, and 4) identify the issues in the process of
service receiving and delivering that may help to point out the directions for future
settlement service planning.
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Section II. Methodology

Our research methods included reviewing literature, examining the demographic profile
of the Chinese in GTA, and collecting data from focus group interviews.  The
demographic data we obtained were mainly based on the 96 Census, specially prepared
for the Chinese Canadian National Council.  According to Kitzinger and Barbour (1999:
5), “Focus groups are ideal for exploring people’s experience, opinions, wishes and
concerns.  The method is particularly useful for allowing participants to generate their
own terms, in their own vocabulary….focus groups are particularly suited to the study of
attitude and experiences around specific topics.”  And Wharf and Mckenzie (1998: 128)
advocate that practitioners and service users could form an alliance that can have
significant impact on human service policy making.  They argue that “The alliances might
focus initial attention on identifying the ingredients of effective practice and might insist
that those being served have the responsibility to contribute both to the definition of the
issues facing them and to the resolution of these issues” (ibid.).  Therefore, we believe
focus group interview is the most suitable method for the present study, in which service
users and providers are invited to reflect their problems and concerns, and generate
ideas for resolutions.

Although focus group interview has been widely used in market research,
program evaluation, and needs assessment with very credible and promising results
(Greenbaum, 1988; Patton, 1990: 335), it can also be adopted and applied to social
science researches (see Guberman, 1999; Barbour and Kitzinger, 1999).  Method like
this allows our study to explore the needs of immigrants, service users’ and providers’
views and experiences on receiving and providing settlement services, and their views
on improving the delivery system.

Furthermore, focus group interviews have several advantages.  1) In a session,
which typically takes from one hour to an hour and a half, the researcher can gather
information from a group of people, normally ranging from 8 – 12 people, instead of one
person.  It is a highly efficient qualitative data collection method.  2) Participants are able
to interact with each other.  Interaction generates stimulation.  As a result, participants
can make responses beyond their own initial ones. This will certainly enhance the
richness of content in the findings.  3) This method also creates a group dynamics,
which provides with some control on the quality of the data.  Participants can provide
with checks and balances on each other so that extreme and false views can be weeded
out.

Since it is difficult to have any in-depth interview to a group of people in a less
than a two-hour period, we had to have a better focus in the interviews.  We took two
steps to narrow our focus.  First, we formed an advisory group, which offered guidance
and suggestions to this study.  The group consisted of thirteen representatives from
agencies in the Chinese community, which offered settlement services to Chinese
immigrants.  During the whole process of this study, the group met three times:
preparation for the study, assistance in analyzing finding, and commendation on the final
report.  The advisory group helped to identify the needs of Chinese immigrants and
selected two top urgent needs: employment and language, which were the areas to
explore during the focus group interviews.

We also prepared a brief questionnaire for the service users, in which some of
their demographic information, the difficulties they faced during settlement, and their
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definition on settlement were collected. When the service users called us to show
interest in participating in our study, we asked them to fill in the questionnaire on phone.
Based on the responses collected, the two most difficult challenges these immigrants
faced were employment and language barriers, well matched with the observation made
by the advisory group.

A non-random sample of 25 self-selected Chinese immigrants was recruited
through two strategies.  We sent pamphlets to all the members of CIN. A snowball
technique was also used to recruit participants.  Chinese immigrants in the recruitment
were defined as “any immigrants regardless of length of residence in Toronto self-
declaring that they are Chinese”.  The focus group interviews were conducted in
Mandarin and Cantonese.  Participants could choose the group with their choice of
dialect.

Focus groups with service providers were also held to help identify the needs of
Chinese immigrants and the barriers to equal access to services, to explore their
difficulties to deliver services, and to document their suggestions on the improvement of
the existing service delivery.  Invitation letters were sent to all CIN members.  We also
asked the service providers who attended the first focus group to name generic service
agencies that should be included in this study.  A total of 9 agencies participated in the
focus group interviews.  Other than collecting data through interviews, service providers
were asked to fill in a brief questionnaire that collected information on their professional
positions in the agency, the nature of the agencies, the services the agencies offered,
the ethnic backgrounds of their clients, languages their clients spoke, the languages
available to services, and their funding bodies. If no common dialect was found among
the service providers, English was the medium in the interviews. Three service user
focus groups and two service provider focus groups were held in total.

The focus group interviews were tape recorded, translated if necessary, and
transcribed.  Although we intended to focus on two most concerned settlement issues:
employment and language barriers, the service providers and users naturally talked of
other concerns and challenges, most of which were inter-related to the challenges they
faced in employment and language barriers. Analysis of data is based on the method of
content analysis; themes are systematically extracted.  The analysis is presented with
reference to the literature and demographic characteristics of the Chinese community in
GTA.  The data from service user interviews were coded and analyzed in the following
themes: 1) the challenges in the process of settlement, their perception on the causes of
the challenges, and their available channels for solutions; 2) the experiences in seeking
services from settlement purposes; and 3) their suggestions on how to improve the
service delivery.  The data from service provider interviews were coded and analyzed
with emphasis on the challenges they face in delivering services, and their suggestions
on how to improve the service delivery.  Moreover, one point should be noted is that we
do not intend to analyze the challenges of the Chinese immigrants in terms of regions or
country of origins.  We recognize that immigrants from any country or region are not
monolithic in terms of social-economic backgrounds, cultural practices, ethnic identity,
education backgrounds, to name a few.  Chinese are not exceptional. We argue that
policies for services should be designed to meet the needs.

There are several limitations in the methods.  Focus group interviews do not
allow us to explore the issues in detail.  Due to lack of funding and time, we were unable
to conduct additional focus groups to explore each issue in detail.  Furthermore, the
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representation of the service user participants is also limited.  Our samples tend to skew
toward younger and more educated immigrants.  We did not have opportunities to
explore the challenges that are faced by other Chinese immigrants. Finally, refuges are
not included in our study.

Section III. Research Finding and Analysis

1. Background Information On Participants

1.1 Characteristics of Participants in the Service-User Focus Groups

We had a total 25 participants in service-users focus groups.  Sixteen of the
participants were female, and nine were male .  One person did not respond to the
questionnaire.  The majority of them are between 31- 40.  Seven are between 31-35,
and also the same number of people is in the age category of 36-40. Three are between
41-45, and the same number of people is between 51-55.  One person falls in the age
category of 26-30, and also in 46-50.  Fourteen came from Mainland China, and eleven
came from Hong Kong.

Participants have various length of years of immigration. Five of them had lived in
Toronto for less than a year by the time of interview.  Three came to Toronto no more
than two years ago; six of them for three years.  Four people had been in Toronto
between 4 and 5 years. Six people had a range of length of residency from 7 to 10
years. All of the participants claimed Chinese as their mother-tongue.

In terms of marital status, twenty of them were married.  Two were single; and
two were either divorced or separated.  Of those who were married, ten couples had no
more than two children in each of the families.  Two children were raised in their
homeland while the parents were making a living in Toronto.  The rest of the children
were living with their parents. Most of the people in the group were highly educated.
Nine of them had at least university degree; ten had received college education.  Only
five had no higher than high school education.  In terms of employment status, eight
worked full time; four had part-time jobs.  Six were actively looking for work, and six were
not active in the labor market.  Because quite a few of the interviewees are recent
immigrants, and are still looking for work, that is why thirteen people reported that they
were either had no income at all or their annual income was below $10,000.  Two
reported that their income fell in the annual income category of $10,000 - $20,000.  Six
earned between $20,000 - $30,000 annually; and two had an annual income in $30,000
- $40,000 category.

The participants were asked to rate their English proficiency, from “1” very limited
to “5” excellent.  Eleven ranked themselves at 4.  Although some of these eleven
participants stressed that while they had very good writing and reading skills, their oral
skill was poor.  Ten people ranked themselves at 3; two people believed their English
was poor, and ranked themselves at 2, and one claimed that her English was very
limited.

Characteristics of Participants in the Service-Provider Focus Groups

A total of nine agencies which provide with social and health services, and
settlement services to clients participated in our service-provider focus groups. For some
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of these agencies, the great majority of their clients are Chinese.  For example, some
agencies have more than 95% Chinese clients.  Some agencies serve clients from a
very diverse ethnic and cultural backgrounds, although Chinese clients are also their
targeted population.  For example, two not Chinese-specific service agencies serve
clients from all ethnic and cultural backgrounds, and as they claimed 15% to 20% of their
clients are Chinese. The interviewed service-providers are offering services directly to
the clients and some of them also hold administrative positions in their agencies at the
same time.

These agencies offer a wide range of services at the centres.  They include
settlement services, language training classes, employment counseling, transportation,
group programs on various topics, geriatric care to the elderly clients and so on.  They
tend to receive funding from various bodies such as three levels of government, CIC,
ISAP, Canadian Heritage, Ministry of Housing, Foundations, United Way, and so on.
Some agencies also hold their own fund raising projects for financial needs.

2. The Challenges that Chinese Immigrants Face

During the pre-focus group interviews on the phone the participants were asked
to list three most challenging problems they faced during the course of settling in
Toronto.  Ten people listed job search and five people listed language barrier as the
most difficult challenges.  Then adaptation to a new environment, housing, and
transportation follow. Again jobs (eight counts) and language (five counts) were also the
most reported as their second most difficult challenges.  Adaptation to a new
environment, transportation, and education for their children follow.  The third most
difficult challenge for settling in Toronto was adaptation to a new environment (five
counts).  Other difficulties included looking for services, job search and language barrier.
It seems that the top two most pressing challenges for new immigrants during the
process of settling in Toronto are: job search and language barrier.  This confirms the
service-providers’ observation gathered from the community advisory group and the
service-providers focus groups.

2.1 Employment

 As recent studies ( Basran and Zong, 1998; Fu Kwong & YWCA of Toronto,
1999: 7) repeatedly point out, devaluation or non-recognition of foreign credentials and
experiences in the Canadian labor market are the very key barriers for immigrants who
want to find employment in their fields of expertise, especially for those who have never
worked in Canada before.  A woman, who came to Toronto a year ago and worked as
an editor in her homeland, expressed her thought:

When you look for a job, they [the employers] require North American
experience. It is impossible for us to have North American experience. Why does
it have to be North American experience? Why not experience from other
countries? They do not acknowledge the experience in China because China is
still developing. Why don't they acknowledge the experience obtained in other
countries, such as Japan and some European countries?

Another interviewee agreed:
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Another thing is that our [foreign] education qualifications are usually not
recognized [by the labor market]. When we applied for immigration to Canada,
our education qualifications and working experiences were all counted as an
integral part of the assessment. Once we landed in Canada our education
qualifications and working experiences were no longer applicable. Why should I
come here then? If I stay in Hong Kong I have a much better prospect. It is a
waste of human resources.

These immigrants try to overcome these hurdles with different strategies.  Some of them
would desperately gain a Canadian experience by whatever the means required.  A
woman who had lengthy experience working in office settings said in order for her to
obtain some Canadian experience, she had to do volunteer work:

My experience was, like many new immigrants, to accumulate Canadian
experience by becoming volunteers. But this doesn’t really works. For me, I
worked as a volunteer for only 2 weeks and then I quitted, because I had to leave
my son in a day care center. I paid day care fees, but I didn’t see any reward. I
felt being exploited.

Some of them simply lower their expectation and try to find a low-paid job.  An
interviewee told his story:

I studied Business Administration in Hong Kong. I headed a department and
handled a lot of business with Mainland China. I once hoped I could get back into
international sales marketing in Canada. I find I had no chance at all, not even an
interview. Later I discovered that the employers did not want to give me a
chance. If I were placed on a position equivalent to my qualification and
experience, the co-workers would be furious. If I were placed on a lower position
I might not work for long. This is a fact I realize only after I came to Canada.
Finally I decided to forget everything and apply for a position of sales trainee. I
got my job in this way.

Some immigrants have no choice but give up their long accumulated working
experience and credentials, and start afresh in Canada.  Another immigrant who worked
as an inspector of works oversaw construction projects for Housing Department in Hong
Kong.  After he landed in Toronto, he did not feel he was able to find a career in his field
at all.  In order to make the end meet, he found a job in picture framing that he had never
done before.  He said:

My experience is that you have to give everything up and get whatever a job
available to you.  Later I was laid off.  Then I decided to change field.  Now I am
taking a diploma in computer programming.  This is a chance for you to start all
over again.

The section has demonstrated a very critical gap between the immigration policy
and the practice on hiring in the labor market. The immigration policy aims at recruiting
skilled and highly educated immigrants to meet the demands in the Canadian labor
market.  However, the market devaluates the skills and credentials of immigrants, and
does not recognize their foreign work experiences.  Such gap has created a systemic
barrier for successful settlement of the immigrants.  As some of the interviewees
complained, “It is a waste of human resources.”  Others used “angry”, “ being
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discriminated”, “depressed” and “frustrated” to describe their feelings and struggles
toward this hurdle.

2.1.1 Lack of affordable day care services

Other than devaluation and non-recognition of immigrants’ foreign credentials
and experiences, several factors that create barriers in job search are also mentioned in
the focus group meetings.  Many women interviewed agreed strongly that lack of
affordable day care service is a major barrier to employment opportunities.  A woman
quoted above has already expressed that she did not see any reward by paying day
care fee while she volunteered her time in order to gain “Canadian experience.”  As a
mother of two put it:

I also want to point out that day care centers charge high fees. My salary can
only barely cover the fee (more that $600 a month) and my expenses. I feel it is a
difficult choice for me. If I have more than one child who need day care services I
can’t possibly afford the fees. It seems better for me to stay at home looking after
my children. But on the other hand I want to get involved in the society and to get
to know more about the society. In this case I don’t know what to do. One sure
thing is why mothers can’t stay home looking after their children and enjoy tax
credits. This is unfair to mothers.

For some parents, difficulty in accessing to affordable day care service has a definite
impact on their employment opportunities.  Some immigrants are not as affluent as
others.  When they land in Canada, they do not have much avings to bring to Canada
with them.  However, some of them are able to prepare a small amount of saving which
is reserved for expenses before they earn income from employment in Canada.  This
amount has become one of the barriers to access to day care services. One applicant
for subsidized day care service recalled her experience. The workers in the social
services told her that she was not eligible for the service, because the savings in her
bank account was over the set limit according to the regulations.  She argued:

But for new immigrants, day care is too expensive.  You can’t use all the money
you brought with for day care.  You need the money for daily expenses such as
rent, and car…  You earn $600 or $ $800 a month.  Where do you find the
money to pay day care?

These families face the same dilemma as the mother of two cited above.  On the
one hand, they want to participate in labor market so that they can make ends meet.
One the other hand, because they are faced with many difficulties in finding a good paid
job that pays for their daily expenses, they cannot afford expensive day care services.
One of the uncompromising solutions for some of these families is that they send their
young children back to their homeland.  The children are being taken cared of by the
grandparents.  An immigrant in the focus group described:

Well, there are many practical difficulties involved here.  Before coming to
Canada, many people heard that Canada is a paradise for children.  But when
they got here, they found that to bring up a child is very expensive.  They can’t
afford expensive day care services.  So they send their children back to China
with tears in their eyes.
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As a consequence, another participant continued:

It creates a lot of problems.  The first three years of a baby’s life is the time for
bonding between the child and the parents.  But they are separated….

A service provider observed other negative consequences of such child care pattern:

…They have to take their children back to China in the care of their grandparents
until they reach school age. Then they come back to Canada. They face
language barrier.  They can’t speak English, so they can’t communicate with their
teachers. They also experience problems in socializing with their classmates.

For some immigrant parents, they must juggle between dilemmas:  whether one
of the parents, very likely the mother, stays home to look after the children so that high
day care fee can be avoided; whether they work for low wages that can barely cover the
expense of day care services; whether they face the separation between the parents
and the children.  Some more fortunate families are able to enjoy a more compromising
situation.  Grandparents, who have been sponsored to reunite with the family, become
babysitters.  A mother, helped by her elderly mother who took care of her kids, said:

Seniors help to ease day care service pressure.  We are able to work full time
and day care fees are saved.

2.1.2 The concerns of the elderly immigrants

No doubt, family reunion is supposedly to have a positive impact on the family
life.  However, in the process of settling in a new receiving country where culture and
official languages are completely different from the sending country, many elderly
immigrants face another set of challenges that may affect their well-being.  Participants
in both user and provider focus groups agreed that these elderly parents face language
barriers, particularly when they seek medical help, access to transportation is also a
concern, especially for those who live outside TTC public transit serving areas.  As a
result, some elderly immigrants may experience isolation.   However, many services that
the senior immigrants need are either not counted as settlement services or are under
funded.  A service provider whose agency is located very close to Chinatown had the
following observation:

They face language barrier in every aspect from asking for a form filling to
seeking medical check-up in a hospital. Their relatives may not be able to help.
The situation is that we can provide volunteer drivers and interpreters, but it
means heavy workload to us with the shortage of manpower. When we rely on
volunteers we have to face the problem of how to supervise them and how to
ensure safety. We also have to pay for a criminal check on volunteers to ensure
they are free of criminal records.  However, expenses like these are not covered
by the funding bodies.

Another worker echoed:
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One more thing I can mention is the problem of transportation.  It is convenient
within Metro Toronto.  Once outside the TTC serving areas, transits are limited
especially after peak hours.  Even if we provide with services for seniors, how
they can attend is a concern.

Al-Issa (1997: 13) argues, “ethnic group immigrants are exposed to the same
stressful experiences (major life events and daily hassles) as members of majority
groups.  However, because of the process of migration and their minority status, they
experience acculturative stressors that are unique to them.”  As a consequence, these
Chinese immigrants not only face the “usual” burdens like everyone else in the society,
but also simultaneously those related to  settlement in a new living environment. And
often the challenges are beyond their control.  The well-being of all family members (the
children, the adults, and the elderly parents) will be further jeopardized, and their well-
being is so crucial to determine whether these newcomers can settle successfully in our
society.

 The discussion on the challenges in employment issues that the Chinese
immigrants face has raised other related immediate concerns.  In other words, we
cannot see a particular challenge of immigrants in separation of other challenges or
other events in the lives of these newcomers.  We cannot solve one problem by not
providing with solutions to other problems.  Such perspective, indeed, bears an
important implication on settlement services policy making, which will be discussed later.

2.2 Language Barrier

The consequences of a language barrier could be critical.  When newcomers
came to  Canada, they are less likely to be familiar with its social system.  Therefore, it is
important for them to rely on essential community resources through which they can
carry on their daily life, especially when they need the services. However, when their
command of English or French is limited, social isolation and lack of proper services may
result.

2.2.1 Language barrier in everyday life

As mentioned above, the participants in the service user focus groups are
considered highly educated.  They also ranked their English proficiency at medium to
high level.  They perceived that their reading and written skills are good but admitted that
their spoken English is poor.  Many of them realized their problem, and had enrolled in
language classes to improve their English. Interestingly, their views on language barriers
reveal a mixed experience.  Their experiences can be analyzed in two ways: within the
Chinese community, and outside the Chinese community.  Furthermore, Cantonese-
speaking Chinese and Mandarin-speaking Chinese have different experiences.

Our study finds that in general, their lack of English proficiency does create
challenges to their everyday living.  A woman immigrant, who has received college
education, and had taken language classes at LINC, said:

We can read English with the help of dictionary; however, we don’t know how to
say simple things.  Daily life communication is difficult to us.
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Another woman who lived with her two children while her husband was working in their
home country experienced language difficulties when she dealt with the school where
her children attended.  As she put it:

I have difficulty in helping my daughter. When she takes her report card, or
circulars back that require me to sign up, I need help. It was lucky that I was
accepted into ESL class soon after I applied for it. I studied for 2 years in classes
offered by CICS. It is better now. At the beginning I felt uneasy because I relied
on my friends to tell me what the school circulars were all about.  I still have
difficulty in communicating with teachers.

2.2.2 Language barrier in employment

Some of participants perceived that inadequate English had been a problem in
job search. An interviewee, who came from Mainland China, told of a story of her friend:

Language barrier is another problem besides the problem of Canadian
experience. Even in the computer field you face this problem. I know of a new
immigrant who had worked in the computer field in Mainland China. He can’t find
a job here. He has decided to go back to college to study. I think new immigrants
from Mainland China generally are not so good in English. They are rejected for
that reason.

2.2.3 Language barrier in health care setting

As the Chinese community has grown rapidly in the last ten years, and more
Chinese- Canadians are incorporated into different social domains, Chinese immigrants
are able to enjoy some what improved linguistically sensitive services.  An immigrant,
who have been here longer, and compared her early and recent experiences, revealed:

It is not a big problem now.  There are so many Chinese immigrants who live
close- together.  It is much better now.  You have more Chinese stores and
supermarket.  When I came here years ago, I stayed home more often.  And
there are more doctors who speak Chinese now.  You have more choices now.
Before, I felt I couldn’t communicate properly with doctors who didn’t speak
Chinese.

Although the following participant agreed with the experience cited above, she
expressed another concern.  She experienced language barrier when she stayed in a
hospital for a surgery.  She recalled:

You don’t know most of the medical terms. You can’t tell the doctor your exact
problem. You rely more on Chinese doctors.  The hospital I stayed does not have
translation service.  This in turn limits your access to better medical care. I
believe non-Chinese speaking doctors can’t understand exactly what medical
experience we had had before we came to Canada because we can’t use proper
medical terms to explain the problems to them.

Like what we have discussed above, language barrier in medical domain can become
more acute and more impeding among senior immigrants who have limited English
proficiency.  A woman who lived with her elderly mother observed:
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The elderly are having language problems.  They feel they can’t talk to doctors
who don’t speak Chinese and so they prefer not to consult a doctor when they
are sick.  The hard fact is that they need medical care the most.

This section reveals a pressing concern in the health care sector.  Some
immigrants are not able to seek adequate medical services, especially in hospital
setting, because of language barrier.  This may partly answer the findings in some
recent studies (????), which report that the health status of immigrants has declined
after they have lived in Canada for a period of time.

2.2.4 Dialect barrier

The Mandarin speaking Chinese may face double disadvantages in language
barrier.  On the one hand, like many other Chinese, they may suffer from language
barrier when they contact the larger society; on the other hand, these Chinese may also
face “dialect” barrier within the Chinese community.  As of today, Cantonese is still a
dominant dialect in the community.  Although there is a unified form of written Chinese,
the spoken dialects are not.  People who speak a dialect may not be able to
communicate verbally with others who speak a different one.  This happens to the
Mandarin speaking and Cantonese speaking Chinese.  The interaction between these
two groups may be limited because of the dialect barrier.  The development of the
business sector in the 80s and 90s has been largely led by the entrepreneurs and
investors from Hong Kong (see Li, 1998: 132), who tend to be Cantonese speaking.  In
addition,  Cantonese speaking service providers are also the key players in developing social
service agencies and programs (Thompson, 1989: 202).  As a result, some Mandarin speaking
Chinese Canadians feel that their dialect become a barrier for them to gain access to
both sectors.  The following quotes from two service providers reflect this reality:

Mandarin speaking Chinese don’t feel comfortable in a Cantonese-speaking
environment. They know that you provide with settlement services, but they think
the services are for people who come from Hong Kong.

Sometimes Mandarin speaking Chinese are frustrated because they find that
most of the Chinese people who speak Cantonese can’t speak Mandarin. These
people come before them. Even if you want to find a job as a sales person, you
have to speak Cantonese. So, they asked us why we didn’t offer Cantonese
class for them.

The situation of language barrier is more acute when translation is not available
and it costs.  As a result, these immigrants may not be able to gain equal access to
many services and may have a tougher ride during the process of settling.
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2.3 Summary

In short, Chinese immigrants, both recent and not-so-recent ones, face a wide
range of challenges and have a great variety of needs.  Needs in employment,
recognition of foreign credentials and work experience, language training, translation
and interpretation services, and services provided in Mandarin have been brought up
and discussed in the focus groups.  Other mentioned challenges include ageism during
job search, isolation due to poor public transit services, parenting, adaptation to a new
social environment, housing and lack of access to information on the orientation of the
new society.

3. What Does Settlement Mean to the Immigrants?

During the focus group meetings, we explored the concept of settlement with the
service users.  We asked under what conditions they would feel settled. The answers
vary from person to person.  Some, who gave a very short-termed view on settlement,
felt settled when they found a “good” apartment to live in.  Some, however, had a longer-
termed view. They felt settled, if food, housing, clothing, medical services, and children’s
education could be adequately met.  However, everyone, who responded to the
question, considered being able to find a job as a condition for settlement.  Some said,
“Good job, good pay.”  Some expressed, “If both the wife and the husband are able to
work in their own fields, they feel settled.” It seems in the participants’ mind, employment
is the most important key element when settlement is discussed.

4. Challenges in Help Seeking from Services

When these immigrants face their challenges in the process of settlement, how
do they solve their problems? During the phone interviews, the participants were
asked “When you face the challenges, where do you seek help?”.  The most reported
channel is through friends (eleven counts).  Relying on oneself is another commonly
reported channel (seven counts).  Seeking help from service agencies for language
training, and services for job search has five counts.  Two people reported that they had
no where to turn to and felt helpless. The participants in this study who have friends
having landed in Toronto before reflected that getting help from friends was not only the
most common means but also the most effective way to solve problems.  For those who
did not have a good network of friends, they found that relying on oneself is the only
option.  The following quotes demonstrate the importance of informal help for
immigrants.

I have not made full use of immigrant services. I got help from my friends. They
told me their experiences from bargaining when buying a car to applying for
OHIP.

I got advice from my friends on all the things I need like enrolling my kids into
schools, applying for a driving license.

I got no information.  I relied on friends.

However, it does not mean that these immigrants have never sought formal
services.  The participants were also asked during the phone interviews “Which services
have you sought after you landed in Toronto?”.  Nine people reported that they had
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enrolled in ESL classes or classes offered by LINC.  The second most sought service
was programs that help clients search job.  Six participated in those programs.  Four
people sought general information such as application for Health Card, Social Insurance
Card, and driver’s license, and sought help for translation.  Only three attended talks for
new immigrants.  Five had never sought services for immigrants.  However, most of
them did not feel very satisfied when seeking services.  The following quotes reflect
some of the difficulties when they sought services.

Access to services
Due to many cutbacks, many services are forced to shut down, and service fees

are imposed (Mwarigha, 1998: 90-91).  The service users suffer as a consequence.
Many service users in our focus groups had the same experience when looking for
services.

I contacted a service centre. Some said services didn’t exist.  I’ll never go there
again.

It is said that translation is available.  In fact, it is not.  I once went to an agency
to ask for translation service.  They told me that there was such service before
but not now.  Many services are listed but not available.

Access to information
Access to needed and up-to-date information will certainly help the settlement

process.   An information package about the city where the immigrants land is available
at airports.  Because some immigrants do not reach their final destination within one
stop, they cannot obtain such valuable information package due to an insensitive
bureaucratic reason.  One participate reported:

I received a package of information for immigrants in Vancouver where my family
landed.  After a month I decided to stay in Toronto for good.  So the information I
got in Vancouver is not useful for me at all.  After I got off the plane at Pearson, I
was not eligible to get any information about the city at the airport, for the
package is only available for those who make their first landing here.  But to me,
we are settling in Toronto which is a new place to us.

The appropriateness of services
Our finding suggests that many programs and services for the users are not

designed to the specific needs of immigrants.  Often they felt that these services were
developed with the principle of “one size fits all”.  As recent Chinese immigrants to
Canada are highly educated, many programs and services, which are limited to
information and orientation can no longer meet their needs.  This problem is reflected in
the job search and language training programs.   Our participants who had enrolled in
these programs, complained:



27

Their services are often too general and not special for your own needs.  They
just hold a workshop [for job search] to tell you to go to the Internet, to look up
ads in newspapers.  Actually, we already knew that and we could even do that
when we were in China.

We have learnt the materials taught in classes before.  We don’t need grammar.
We need more chances to practice our oral skills and the English for our
professional jobs.

Lack of Mandarin speaking staff
As discussed above, the Chinese immigration trend has changed.  Immigrants

from Mainland China and Taiwan are replacing those from Hong Kong.  There is not
enough Mandarin speaking staff to serve these users.  A service user felt:

I feel that they should recruit some Mandarin speaking social workers.  Although
some Cantonese-speaking social workers can speak a little Mandarin, there are
still communication problems.

In general, our service user participants feel that the programs and services that
they are using are either not available or not tailor made to their needs.  Furthermore,
due to the demographic changes that have taken place in the Chinese community, the
newcomers feel that they are not served with their dialect.  Many of them find the
services very superficial, and do not meet their needs.  A participant commented :

It seems that there are a lot of service items listed, but they tend to be very
superficial.

During the service user focus group meetings, many participants had expressed
their frustration, anger, and resentment when they talked about their settlement
experience, and their experience in help seeking.  However, their reaction is
understandable.  Migration is not a light undertaking.  Its experience is almost equal to
stress (see Al-Issa and Tousignant, 1997). The very example in employment issues has
shown that the difficulties these immigrants face cannot be solved by just paying several
visits to service agencies.  On the one hand, they must struggle with their situations; on
the other hand, they feel helpless when they face some issues that are beyond their own
ability to handle, such as recognition of their foreign credentials and work experience,
and affordable day care services. Focus group meetings then created a channel for
them to vent their dissatisfaction.  Another possible explanation is that the users’
expectations may be different from what the services can actually offer. Last but not the
least, we argue that it is the fragmentation of the whole service delivery system that has
created a maze in which clients feel lost. Even some of the service providers feel
frustrated when they lead the clients through this maze.  This will be made clearer in the
analysis of the challenges that the service providers face.
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5. Challenges in Providing with Settlement Services

A worker disagreed with the view that services are superficial.  She believed,
“Service providers are helping clients to an extreme degree.  But what we are doing is
not what CIC wants us to do.  We go into all areas which are not recognized by the
funding bodies.” However, in her other comments on the services, agreeing with other
co-workers, she recognized that there are tons of limitations that hamper the whole
delivery system. The number one challenge is poor funding for the services.

5.1 Inadequate Funding

The major funding body for settlement services, is the Federal Government,
which has three key funding programs: ISAP, LINC, and the Host Program.  These
programs help the newcomers through a wide range of services: general orientation,
settlement counseling, translation and interpretation, information and referral,
employment related services, language training for adult immigrants, and volunteer
befriending program. However, according to an unpublished report (United Way, 1999:
30),  “The federal Multiculturalism Program, which provided operational ongoing funding
to community-based agencies, has now been restructured to provide only project
funding.  Funding levels for the program have been reduced by 28%.”  The same report
(ibid.: 33) also found that funding to some settlement service programs have been
reduced by  more than fifty percent, such as the Ontario Settlement and Integration
Program (OSIP).  Some other programs have been completely eliminated, such as the
Ontario Anti-Racism Secretariat, the Community and Neighbourhood Support Services
Program (CNSS), and Access to Professions and Trades grants.  Other services offered
by the School Boards such as ESL classes, are not in solid ground (The Toronto Star,
Nov., 20, 1999, M13).   Although funding is available for settlement services from
foundations such as Levi Stress Foundation, Trillium Foundation and the Maytree
Foundation and other charities such as United Way, it is very limited.  In 1997, money
from Foundations takes up only 7%, United Way 8%, while the Federal portion takes up
47%, Provincial 34%, and Municipal 4% (United Way, 1999: 38).

The service providers directly feel and experience the pressure from these
financial constraints.   A service provider who works in a community-based organization
has the following view:

Funding certainly is not enough. I came from Hong Kong. The funding system in
Hong Kong is such that the Government is the funder. It knows what is going on
in your agency. The funding pattern allows you to develop more services. Here in
Canada it is completely different. You have more than one funder. United Way is
only one of them. ISAP, NSP and some other charitable organizations also
provide with funding. Their attitude is that if you can run your agency with this
fund you may go on. If you feel you can’t you may as well close down your
agency. If you apply for a funding you have to make sure your agency can make
a contribution equal to the amount of the funding you apply for. The usual case is
that you have to be able to pay most of the overhead expenditures like telephone
bills, rental of the premise and most of the salaries for workers. Usually you don’t
have the money to pay your staff in planning or writing or typing the proposals.
The agency needs to look for other sources of funding or rely more on
volunteers. Sometimes the staff has to take up more work in face of shortage of
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manpower. This in turn will pull down the quality of service. The usual situation is
that we can’t cover all the services as listed out in the project. For example, the
funding requires you to provide with service to 1000 new immigrants. The fact is
that the money is not enough to provide with real help to the assigned number,
not to mention other services to be dealt with.

On the one hand, these non-profit service agencies are busy with looking for
funding to maintain the operation of the agencies, by paying to the staff and other
overhead expenses such as bills, rent, and so on.  On the other hand, for some projects,
they must look for ways to come up half of the expenses for the projects and services in
order to be funded by the major funding bodies.  Another worker in an agency, which
serve high percentage of Chinese clients, expressed his view on the relationship
between poor funding and the overburdened workload of the staff:

ISAP is the chief funder to our agency, but funds are dropping due to cuts of the
City. We have to plan fund-raising campaigns to get more resources. The
problem is, our workers are already overloaded with cases. It is difficult to ask
them to help plan campaigns. They have to help eventually, but this will affect the
quality of service and is a burden to our workers. Sometimes we look for
commercial sponsorship. Even this is another burden to the workers because
they have to reach out commercial firms. This means extra work for them. It is
noted that CIC funding only provides services to new immigrants. If other clients
come and seek help you can’t turn them away. But there is no money set aside
to subsidize these services. We have to look for ways to do the most with the
least amount of money.

Other service providers in the focus groups also strongly agreed with the working
experiences cited above.  Some of participants shared the same concerns with a
manager of an agency who said:

The settlement workers get very low pay, and they tend to be overqualified.  I
think equity is surely an issue here.  Since they are overloaded with cases, they
don’t have time to attend staff development.  But even these qualified people
need upgrading and training because they are dealing with people.

In a word, the contributions of the workers in the community are not recognized by the
government funding bodies.  Facing with continuous cutbacks and short term funding,
the workers have been stretched to their limits.  They are burnt-out.

Not only do the users find settlement services superficial, service providers also
feel the same way.  This is due to funding restrictions.  Some funding bodies, such as
ISAP, (see United Way, 1999: 42), only count “first-time” clients for funding purposes.
However, clients often return to the same agency several times for services, especially
for the services, such as employment, and other settlement related issues, that require
longer time to resolve.  However, additional visits of these clients are not counted as a
fulfillment of the funding criteria. Furthermore, funding for settlement services exclude
clients who have obtained citizenship.  Because many of these citizens cannot get
sufficient help from other generic service agencies due to language barrier or long
waiting period for needed services, they come to these ethno-specific agencies for help.
As a worker cited above said clearly that they could not turn these clients away, both
immigrants and citizens.  Their agency is set up to help clients.  Such helping and good-
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hearted principle, in turn, stretches the limits on their thin financial resources, and
already over-worked workers.  One worker who works for a generic service agency
where she is the only Chinese-speaking worker, while 20% of the clients are Chinese,
summed up the problems neatly:

I think our agency needs more support from the governments and all directions,
because sometimes we feel inadequate to provide with settlement services.
Clients come and ask me to help them with their problems in employment. I don’t
have specific training in this field. I just can’t go to the library to look up books, to
search the Internet for job market. I can only make referrals, for example, to an
employment center. When we talk about settlement services, actually we talk
about case management. I have to analyze my clients’ problems and give them
support resources. I have to have plans or something. But sometimes, as a
matter of fact, we are giving them piece meal service. This is my feeling about
my work…. Also, we can’t offer counseling service, we need time to do that, to
build trust between us. Coming and going and coming and going. There is no
continuation. Theoretically, settlement service is very beautiful.  Down to earth,
we need more resources to back us up.

The problems of inadequate funding have tremendous negative impact on the
quality, availability, and continuity of services.  The irony is that while the federal
government designs and develops the immigration policies, it has been discussing the
devolution of its responsibility for the administration and delivery of immigration
settlement services with the provinces.  Only two provinces have been willing to take up
this responsibility, but Ontario is not one of them (United Way, 1999: 30).  However,
reports (ibid.: 33-34; Richmond, 1996; Mwarigha, 1998: 91) continuously document the
provincial cutbacks on settlement services in Ontario.  Our findings and literature review
lead us to sum up the negative consequences of the devolution and cutbacks in the
following ways. 1) More services will be cut.  The elimination of Ontario Welcome
Houses, a main settlement services delivery agent, in 1996 is a piece of good evidence.
2)  Qualify of services is negatively affected.  3)  Uncertainty of future funding hinders
service agencies  from planning the directions of their services. 3) Moreover, as
Mwarigha (1998: 93) argues, the vital partnership between governments and settlement
service agencies is weakened.

5.2 Lack of culturally and linguistically sensitive services in generic service agencies

It is fair to say that no agencies have all the expertise to help clients.  Therefore,
referral is a common practice. Clients are referred to appropriate agencies for the right
services.  Our study finds that there is still a very serious shortcoming of culturally and
linguistically sensitive services at some generic service agencies.  A worker had the
following experience when making referral:

Sometimes, we refer them [clients] to other programs, they say “sorry, we serve
only people…” only very selected groups. We refer them to health center. They
say “Oh, new immigrants. We welcome new immigrants, but sorry we don’t have
staff who speaks that language.” Things are like that. Very frustrated and limited.
We have mental problem cases. Practically, we don’t know where to refer them
to. No way. Period.



31

Another worker recalled an experience:

A client came to us.  He was not eligible to take ESL courses.  After talking to
him for a while, I realized that he had language problem when he applied for
employment insurance.  Chinese speaking staff is not available at that HRDC.
This client was given the name of our agency.  He then came to us for help.

These two incidents indicate that because of lack of linguistically appropriate
services, clients have been “shuffled” back and forth.  The system has created barriers
for clients to get access to services that they need.

5.3 Barriers to services at the intra-community level

Chinese Interagency Network (CIN) has been developed by the joint forces of
more than thirty Chinese serving agencies together.  One of their mandates is to
facilitate the collaboration and co-operation among the service agencies in the Chinese
community.  However, cutbacks on funding have undermined this venture.  Competition
for funding has been created among agencies.  Workers struggle with their heavy
workload so that they do not have extra time and energy to help clients referred by other
agencies.  Instead, some agencies have expressed ill feelings toward referral made by
other agencies.  The experiences of the workers are:

The heavy workload allows little coordination among agencies. The funding
scheme also causes difficulty in calling for cooperation among agencies.

As agencies are always fighting for funding, it is difficult for them to cooperate in
a real sense. Referrals and transferals are not easy. If you request an agency to
take over a case, the agency is reluctant to do so. If the client goes directly to
that agency and seek help, that agency can’t turn him away. It is difficult for
agencies to cooperate sincerely.

5.4  Gaps in services

The major funder for settlement services is ISAP.  However, it limits its funding to
very narrowly defined settlement services: reception, referral, information and
orientation, interpretation and translation, para-professional counseling, and
employment-related services. Some service providers in the focus groups described that
these services are bound to information giving and referral making that do not meet the
vast needs of their clients and the specific needs of some highly educated Chinese
immigrants.  A service provider explained:

Information is not solution any more. Our settlement workers are helping new
immigrants who need an independent life here. This is our final goal. In doing
this,  we don’t have the kind of things to help them. For example, I know that they
have employment problems. They can’t go back to their own field.  I refer them to
employment centers to have kind of training, job search workshop. The thing is,
after that, they still can’t get jobs. They don’t have Canadian work experience.
They don’t have placement. Our program is very limited. So settlement workers
are facing more challenges.
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This reflects the reality that merely offering services which cover job search
strategies, resume writing, and interview techniques is not sufficient to meet these new
immigrants’ needs.  In the words of a service user quoted above, “we already knew that.”

Service providers in fact have already attempted to mend the problems in this
narrowly defined service scheme set by ISAP.  They have attempted to implement
additional programs that are outside the ISAP service scheme and that are in great
needs of their clients.  One example is that an agency realizes that clients experience a
lot of stress during the process of settlement.  Stress could lead to many social and
health problems such as depression, spousal abuse, problems of alcohol and so on.
Therefore, a program, “Crisis Intervention and Individual Support”, has been developed
as part of the agency’s settlement services for the clients.

In brief, the pressing issues in the service sector are lack of funding, and stable
funding, narrow definition of settlement services, low morale of the burnt-out staff, low
pay, and lack of staff development.  They are the key factors that lead to poor quality of
settlement services.  On the one hand, settlement issues are complex. Some issues are
immediate, and some are long-term.  Settlement issues, for example those in the
economic sphere, are related and affected by other issues in the social sphere.
Newcomers need to solve some urgent needs, such as employment and housing, so
that they can plant their roots in the new country.  However, as we have seen, they have
encountered individual difficulties and also many structural barriers.  On the other hand,
although services are available to help these newcomers to settle in Canada,  numerous
hurdles get  in the way of offering effective service .  How can these problems be
lessened, if not solved completely?  The following recommendations are derived from
the suggestions made by the service users and providers, and our analysis.

Section IV.  Discussion and Recommendations

Based on our analysis of the data, and suggestions made in the focus group
meetings, we are able to conceptualize where the problems lie in the settlement issues.
These problems lie in the development of government policies on immigration and
settlement services, the collaboration of different sectors which all play a role in serving
immigrants, and the demographic changes within the Chinese community. The first issue
is that the immigration policy is incompatible with how the labor market absorbs the
immigrants.  One of the key components of the immigration policy has been formulated
to meet the shortage of skilled labor power.  However, our literature review and data
from the focus group interviews reflect that the immigration policy does not co-ordinate
well with the province based assessment services, self-regulatory professional bodies,
and the labor market.  Often immigrants find that their foreign credentials are
devaluated, and their foreign work experiences are not recognized in the labor market.
On the one hand, these immigrants feel that Canada welcomes and needs their
education and skills.  On the other hand, once they landed, they feel that they are
rejected by the labor market.  They seem to be caught in the middle.  In addition to
employment issues, they all face other challenges in the process of settlement that
include language barrier, cultural adaptation, affordable child care, well-being of the
elderly, housing and so on.

The second issue is that when immigrants seek help for their problems, they
often fall in the service gaps, which exist in a very complex service system, which
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involves general service sector and immigrant service sector.  Our finding highlights
several problems in this service system. Different levels of government, non-
governmental funders, share very little common vision on settlement issues with the
service providers and service users.  These parties do not share a common definition on
settlement, and in what time frame settlement requires.  The major discrepancy between
the funding bodies, dominated by the governments, and the service providers and users
is that the former tends to fund services to meet short term needs, while the latter is
concerned with both short and long term needs. Furthermore, the service providers, who
are reliant on public funding, often feel that the funding decisions and policy making in
service delivery are carried out in a top-down manner.  They have very little impact on
the process of decision making.  They are struggling with constraining and unstable
funding, while facing increasing demands from the users.

Our study also points out that service users not only require settlement services
but also services that are used by the general public.  However, our finding indicates that
settlement services and services for the general public do not co-ordinate well to meet
the needs of these new immigrants.  This is shown in the examples when services users
seek help in hospital and health care settings, and HRDC where often lack culturally and
linguistically sensitive services.  Since these services cannot be replicated by other
services agencies, users often feel helpless for they have no where to turn to.  Service
providers also feel frustrated when they refer their clients to these services, for these
services cannot cater the needs of their clients.  This suggests that the narrowly defined
settlement services funded by the governments, which are oriented to information and
referral, does not function well, if these service agencies lack support from the larger
service sector.

We argue that the existing service delivery system to and for immigrants can be
categorized as fragmented.  It seems that there is a lack of collaboration among the
governments’ policy on immigrant services, the generic service sector, settlement
service sector, and non-government funding bodies. Situations like these are further
complicated by a lack of co-ordination of the immigration policy and the policies that
facilitate the absorption of the immigrants.

Within the Chinese community, the rapid increase of mandarin-speaking
immigrants demands some changes in the service delivery.  There is a need to increase
mandarin-speaking staff and service providers who are able to understand the specific
needs of these immigrants.  In addition, our finding indicates that there is a lack of
sincere collaboration among service agencies serving Chinese.  The reasons are partly
due to the competition among the agencies for limited funding.  It is partly due to the
overload of work case so the workers do not have extra energy and time to work in
collaboration with other agencies.

All in all, services users are trapped in this complex service delivery system; in
turn their settlement process has slowed down or has been blocked.  This system lacks
a coherent policy, which can enhance the collaboration among all the parties.  We argue
that such policy is urgently needed.  Here we offer several recommendations.  However,
these recommendations are based on the concept of equal participation of all citizens.
McKnight argues rightly:
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There is no greater power than the right to define the question.  When the
capacity to define the problem becomes a professional prerogative, citizens no
longer exist.  The prerogative removes the citizen as problem definer, much less
problem solver (cited in Wharf and Mckenzie, 1998: 123)

Therefore, any policy change should involve inputs from service users and service
providers.  In order words, service users and service providers should be able to play a
legitimate role in advocacy through which they can voice their concerns.

1. The governments

The issues that should be dealt with here are problems and concerns shared by both
immigrants and the general public.  Gender issues, racial discrimination, ageism are of
good examples.  Therefore, any policy change that is in favor of the general public is
always welcome.  In relevance to our study, policies should be developed to fight against
systemic discrimination such as devaluation of foreign credentials and experience,
ageism, and racial discrimination, and to create affordable day care services and
housing.   As a result, a better social environment is created for immigrants to settle in.

Furthermore, in order to make a full utilization of human capital brought in by
immigrants, the governments should take a leading role in dismantling the structural
barriers against foreign trained professionals.  Immigration policies, which identify what
skills the country needs and decide who are admitted to the country, must work in
collaboration with province-wide assessment services and self-regulatory professional
bodies, which are responsible to assess foreign credentials.  Furthermore, there is a
need to increase consultation among provincial, federal governments, and the business
and professionals sectors, when developing immigration policy.

Since the majority of service agencies rely heavily on public funding, the
governments should provide adequate funding to ensure equal access to settlement
services for all immigrants.  Funding should ensure the continuity of the services.  In
addition, settlement services should be more conclusive.  At the present, family services
and counseling for examples are not included.  However, such services are greatly
needed by many new comers.

Furthermore, the present settlement service policy that limits the services to new
immigrants, those who have not acquired the status of citizenship, is inadequate.  As we
have seen, some immigrants in our focus groups suggest that they are still struggling
with their settlement problems even though they have been in Canada for more than
seven years.    This implies that programs related to settlement services should either
take off time cap in its settlement service scheme or develop settlement services beyond
the initial stage of settlement.
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2.  Collaboration between ethno-specific agencies and generic service agencies and
institutions

The power and capacity of ethno-specific agencies and other community service
agencies are very limited, although they have the best knowledge about the needs in
their communities.  As our finding suggests, public institutions such as hospitals and
government departments such as HRDC often lack culturally and linguistically
appropriate services.  When clients are referred to these services by ethno-specific
agencies and community service agencies, they cannot get the services that they need.
This implies that there should be an equal representatives from minorities in all sectors,
including human services.  Furthermore, large public institutions should institute policies
and procedures that reflect the reality of an increasingly diverse Canadian population.
They must move away from a bi-cultural (English/French) modus operandi to one that is
multi-ethnic and multi-cultural.

3. Collaboration at the intra-community level

Our data suggest that competition for limited funding has been created among the
service agencies in the Chinese community due to the government cutbacks.  It is
perceived that sincere collaboration is difficult.  The development of CIN should be a
healthy sign that can increase collaboration through which agencies can share
information and knowledge, so that planning for services for the community can be
facilitated. However, such purpose may not be materialized if the larger funding
atmosphere is not favorable.

Furthermore, the service agencies in the community should prepare themselves
to offer services to Mandarin-speaking Chinese immigrants.  Agencies should employ
staff that are able to speak the dialect, or offer Mandarin courses to services providers
who need them.  The service providers should also prepare themselves to meet their
Chinese clients from a diverse cultural and social backgrounds.

Since the service providers are working in a very piecemeal oriented
environment, they feel they lack a planning capacity which can give a clearer vision for
them to develop services.  It is suggested that there should be a funded and recognized
planning body in the community, which can help to plan and develop a more holistic,
community-based and immigrant-centered services for the newcomers, and be able to
advocate these needs at different levels of government and funders.

Conclusion

This study demonstrates that challenges that the Chinese immigrants face in the
process of settlement are a result of the incompatibility between the immigration policy
and the practices in labor market.  This study also highlights other challenges in the
settlement process.  They are language / dialect barrier, gender issues, cultural
adaptation, well-being of the immigrants and the elderly immigrants, and challenges
during help seeking.  We also show that service providers also face a set of challenges
when offering services.  All these challenges are mainly a result of a huge structural
barrier in the society and also in the complex service delivery system.  This structural
barrier has prevented the citizens from fully participating in the society.
Recommendations are made.  Although in general, the results of qualitative research are
not generalized to other minority immigrants, our findings may have relevance to other
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minority communities.  Other minority immigrants undergo the same service system, and
face many similar challenges in the process of settlement, although we acknowledge
that each individual community has its unique challenges.  Similar studies should be
conducted in other communities so that comparison can be made.  Future studies
should include different age groups, and different types of immigrants such as those
from family reunion class and refugees.
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Appendix A

A List of Chinese Service Agencies (not exhausted), based on the Chinese Interagency
Network Membership List

1. Asian Community AIDS Services
2. Associations For Chinese Community Social Service Workers
3. Centre For Information & Community Services of Ontario
4. Chinese Canadian National Council Toronto Chapter
5. Chinese Family Life Services of Metro Toronto
6. Chinese Seniors Support Services Association
7. Eastview Neigbourhood Community Centre
8. Fu Kwong YWCA
9. Hong Fook Mental Health Services
10. Immigrant Women’s Health Centre
11. Metro Toronto Chinese & Southeast Asian Legal Clinic
12. Mon Sheong Home For the Aged
13. Queen West Community Health Centre
14. Regent Park Community Health Centre
15. Riverdale Immigrant Women’s Centre
16. South East Asian Services Centre
17. South Riverdale Community Health Centre
18. St. Christopher Community House
19. St. Stephen’s Community House
20. Toronto Chinese Community Service Association
21. University Settlement Recreation Centre
22. Woodgreen Community Centre
23. Yee Hong Centre For Geriatric Care
24. A.C.C.E.S.S. For New Canadians
25. Canadian Hearing Society
26. Toronto Public Health
27. Harmony Hall Centre For Seniors
28. Immigrant Women’s Job Placement Centre
29. Mt. Sinai Hospital Chinese Outreach Program
30. Parachute Community Employment Centre
31. St. Paul’s L’Amoreaux Senior Centre
32. Toronto Housing Company Ltd.
33. Sunnybrook & Women’s College Health Centre
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Appendix B

Part A.  Questions For Service-Provider Focus Groups

1. What are the problems that your Chinese clients usually have when they come to
seek help from your agency, especially in the needs of language and employment?

2. How do you help them?  What are the difficulties you have when providing with
services to them?

3. Do you sense any change of needs and change of help seeking behavior during the
time that you work in this helping profession?

4. If we want to improve the existing settlement services, what are the good measures
that we can keep, and what can be improved?
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Part B.  Service Provider Focus Group Participant Information

1.  Name:

2.  Name of the Agency where you work:

3.  The nature of your Agency (What type of agency is it?  What services do you offer?):

The client composition of your agency
4a.  What ethnic backgrounds do they come from?

4b.  What languages do they speak?

4c.  Age composition of your clients?

4d.  Sex composition of your clients?

5.What is the percentage of the clients in the agency Chinese?

6.  Your Position:

7.  Job Nature of your Position  (What services do you offer to your clients?  What
language /dialect do you use during services?) :

8.  Funding resources of your agency?
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Appendix C

Questions For Service-User Focus Group

1. What are the difficulties that you have faced, during the process of settling in
Toronto?

2. How do you deal with the difficulties?  Through which channels?
3. Have you used formal services to help your difficulties?  If not, why not?
4. How do you know of the services?
5. What is the experience of yours when you use the services?
6. Do the services meet your needs?  Are they helpful?
7. In your opinion, how do you want to improve the services? Which part of the services

you want to keep?


