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1. SUMMARY DESCRIPTION OF ASSIGNMENT 

1.1. Executive Summary 
 

Instructional approaches that rely on one-on-one tutoring have a centuries-old 
tradition. In fact, it really wasn’t until the industrial revolution, where the need 
to instruct people on a large scale arose which led to classroom-based 
instruction, that tutoring was the main method of delivering instruction.  One 
cannot assume that because it is one-on-one it is necessarily going to be 
better.  There are, by necessity, preferred ways of approaching any human 
activity.  It is with this notion in mind that this research paper was developed.  
Citizenship and Immigration Canada (CIC) sought to uncover the best 
practices of running a tutoring program for immigrants settling in Canada.  
Information sought included:  What type of learner do these programs best 
target?  What type of instruction do they offer and how do they deliver it to get 
the best results?  What is the best way of recruiting tutors?  How much 
training should they get?  What types of support do they need? These and 
many other questions were asked of three Language Instruction for 
Newcomers to Canada (LINC) programs, three English as a Second 
Language (ESL) programs and one French as a Second Language (FSL) 
program that deliver tutoring programming to immigrants.   
 
This led to developing a list of educational program planning criteria upon 
which we could rely to describe the activities in which these programs 
engaged, in the context of the delivery of LINC/ESL/FSL tutoring.  The 
research team reviewed documents, reviewed the literature on second 
language tutoring, conducted site visits and interviewed a multitude of 
instructors, program planners and students.  Our goal was to draw from these 
programs the ways in which they went about their business, and the reasons 
for doing so.  We found that in some cases there was unanimity for certain 
practices, such as carefully screening potential tutors, while in other cases, 
there was disagreement over whether the tutoring should be occurring at a 
supervised site or unsupervised in the students’ homes.   
 
The program review revealed many aspects to consider with respect to 
operating a successful adult ESL tutoring program in Canada- from broad 
strokes of geography and region to specific niches such as the language and 
cultural group being served.  A strengths and weaknesses section provides 
the basis for seven recommendations for directions and six recommendations 
for further research. Outstanding among directions recommendations- a clear 
need for exit outcomes tracking, need for professionalization of tutor-based 
programming, and more secure liability practices. Among research 
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recommendations- a need for relating time spent in programming with actual 
progress, the need to articulate the skills program staff develop in 
communicating with limited speakers, and a need to understand better how to 
address specific first language groups. 
 

 

1.2. Purpose, Objectives and Key Research Questions  
 
CIC recently sought proposals to review tutoring programs that currently exist 
within the field of second language training across Canada.  They requested the 
following: the researchers will examine existing models and best practices from 
three existing LINC programs, three ESL programs and one FSL program; the 
researchers will make recommendations for program enhancements. The aim of 
this project is to provide CIC with information that it can use for its future program 
planning activities in the Ontario region. 

 
The programs CIC wants reviewed in this study are: 

 
1. Settlement Focused Adult ESL Instruction in Small Communities, 

British Columbia  
2. Rural Delivery Program (LINC), NorQuest College in Northern Alberta  
3. Frontier College Literacy Tutoring, Ontario (ESL) 
4. Hamilton Public Library (LINC), Ontario  
5. English Language Tutoring for the Ottawa Community (LINC), Ontario  
6. Halifax Public Libraries ESL tutoring program, Nova Scotia  
7. Cégep de la Gaspésie et des Îles (FSL) Québec 

 
 

The following questions were to be answered by this study: 
 

 How is the program structured and delivered? 
 What are the strengths and weaknesses or best practices of each 

program in the context of our review criteria? 
 Who is this program best suited for? 
 What program enhancements may be considered for implementation by 

CIC in the future? 
 
 

1.3. Study Limitations 
 

Directed by CIC to review specific programs and with a clear mandate and 
work plan, there were few limitations to the program review.   
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Timelines presented some challenges as a delayed start-up date impacted 
researcher schedules and pushed program visits into November. Weather 
then impacted the site visit to Gaspé which had to be cancelled due to 
freezing rain.  As a result, interviews were conducted by telephone only. 
 
Determining cost-effectiveness proved elusive in the absence of clear exit 
outcomes. 

 

1.4. Summary of Methods 
 

The primary methods for carrying out this research study included: 
 
 Literature review;  
 Key informant interviews; 
 Review of program materials and related documentation; 
 Tutoring program site visits. 

 
Data collection tools include: 
 
 Interview guides 

 
 Review criteria tables/charts 

 
Initially, the tutoring program materials from the Ottawa site were reviewed as 
well as any other relevant program documentation provided by this site.  A 
focus group session was held on-site with both researchers present. We 
conducted an analysis and prepared a preliminary description of the program 
prior to arranging site visits. Additional interviews were performed with key 
informants from this site.  Following this process, an evaluation/assessment 
protocol was designed for on-site data gathering. The protocol defined what 
data would be gathered through interviews, whether interviews would be face-
to-face or by telephone, the order of events in which data is gathered, and the 
data to be gathered during the site visit program demonstrations.   
 
We reviewed documents and tutoring program materials using the data 
gathering templates.  We conducted interviews with key informants [program 
planners, instructors, learners] face-to-face during the site visits.  We 
conducted an analysis and prepared a brief description of each tutoring 
program. Where necessary, we conducted additional interviews by telephone.   
 
Our research framework assessment criteria were compared to the data 
gathered from the documents, interviews, and program demonstrations of 
each tutoring program.  Tables were used to compare and illustrate various 
criteria so that readers could readily see at a glance the programs compare to 
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one another.  The strengths and weaknesses of each program were 
discussed in the context of the target audience.    
 
For the literature review section we relied on a variety of primary source 
indexes, journal scans and scans of reference, and bibliography and resource 
lists. We built a research log. We searched the Educational Resources 
Information Center (ERIC) which is the U. S. Department of Educational 
Research and Improvement database, the largest such base known with 
more than 1 million records of journal articles, books, conference papers and 
more. Using Google we scanned a variety of ESL tutoring related Web sites. 
Using Google advanced searches we scanned various combinations of the 
words “ESL adult one-to-one tutoring programs” including ESOL, ELL, L2, 
second language, settlement, immigration, literacy, and several others. Within 
the Google advanced search engine we scanned to a minimum of ten pages 
deep including scans of reference lists of promising items. As the search 
revealed almost no primary research base we did not limit the search in time 
but scanned at large. 
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2. PROGRAM DESCRIPTIONS 

 
This section describes the three LINC programs, three ESL programs and 
one FSL program.  The aim is to describe as fully as possible the general 
context and environment under which each program operates, and to provide 
descriptions of key activities as they pertain to tutors and students.  Each 
description consists of background information about the program so that 
readers may readily situate the context of each program.  This is followed by 
a program description that is presented in a table format so that readers can 
compare programs against each descriptor.  The first section provides a 
general overview of each program outlining the rationale for creating the 
program, the program’s goals and objectives, the philosophical stance of the 
program and finally comments about the administrative structure.  The 
second section discusses issues related to tutors including the general intake 
processes used once a tutor is recruited, tutor training, tutor support, tutor 
recognition, matching criteria and tutor recruitment.  The third section covers 
areas that are relevant to students and include the intake process or how 
students are introduced to the program, student characteristics, student 
recruitment, and ways in which students are supported in these programs.  
The fourth and final section provides general information about the ways in 
which students are assessed initially as well as on an ongoing basis and upon 
exit from the program; the peculiarities of student-tutor meetings that include 
tutoring locations, resource requirements, frequency and length of meetings; 
the type of instruction that is offered; the type of partnerships that are created 
in order to generally enhance the program offering, and recommended 
materials, special resources and technologies that different programs rely on 
in the delivery of their programming.   
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3.1. English Language Tutoring for the Ottawa Community (ELTOC) 
 
 

Background 
 

ELTOC, founded in 1992, serves approximately 225 students every year  
from countries such as China, Iraq, Libya, Iran, Thailand, Russia, Somalia, 
Vietnam, Columbia, Sudan, Afghanistan, Lebanon, Libya, and many more.  
ELTOC is a non-profit organization headed by a volunteer board of directors 
consisting of a lawyer, teacher, tutors, students, a student's spouse, and a 
human resources person.  Its mission is to help settle and integrate into its 
community those newcomers to Canada who, for a variety of reasons, have 
difficulties in accessing LINC or ESL community programs on a regular basis.   
 
The organization is staffed by an executive director, an administrative 
assistant, three education counsellors, and volunteer tutors. The program 
runs all year long from January to December and offers one-on-one tutoring 
in the learner’s home by trained volunteer tutors.   
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Overview 
Rationale for 
creating program 

The organization came into being following a needs-
assessment study called “Falling Through the Cracks” 
which identified a population of isolated new Canadians 
who were not being served by existing ESL or LINC 
programs or by adult basic literacy service providers in 
the Ottawa area.  The program was designed to serve a 
group of individuals that the regular LINC programs were 
not designed to reach. 

 
Program 
goals/objectives 

The objective of the program is to facilitate learning and 
short-term language goals of students who are unable to 
attend a regular LINC class, until such time as they can 
be reintegrated back into a mainstream LINC classroom.  
 

Instructional 
philosophy 

ELTOC offers programming that is student-centred.  The 
pace and content are determined by the student and 
tutors adapt their lessons to the needs of their students. 

Duties and 
responsibilities 
of staff 

Education counsellors find themselves at the hub of the 
programming activity.  They recruit students and tutors to 
ELTOC, assess student needs, train tutors, facilitate 
suitable tutor-student matches and monitor the tutor-
student relationship in order to ensure that students and 
tutors are meeting on a regular basis.  The ESL 
instruction is designed by the education counsellors and 
delivered by the trained volunteer tutors.  
Education counsellors carry a caseload of 30 to 35 
student-tutor matches.  ELTOC strives to serve 105 
matches at any given moment in time, while serving a 
total of 225 students on an annual basis. Education 
counsellors will monitor the tutor-student pair through 
regular monthly volunteer tutor reports to ensure 
materials are achieving desired goals.  They will also 
conduct follow-up visits to ensure that the instructional 
programming is being implemented correctly and that 
they indeed respond to the instructional objectives set by 
the students, and to offer additional instructional support 
to the volunteer tutors.
 

Tutors 
Intake process Volunteers deliver the instructional programming to 

students.  They come from all walks of life and generally 
consist of retirees, university students, adults who work 
full-time, adults who don’t have young children, first- and 
second-generation immigrants wanting to give back to 
the community, and professionals from all fields.  
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Generally speaking, they are individuals who have a 
reasonable amount of free time, enjoy good health and 
have some flexibility in their schedules.  

 
A volunteer interested in tutoring a LINC student 
completes an ELTOC Volunteer Application Form.  
Volunteers are then required to undergo reference and 
police checks.  Upon completion of a 12-hour orientation 
session, a trained volunteer tutor is matched by gender 
and geographical proximity to their student.   

 
Tutor training  Initially, tutors must attend a 12-hour orientation session.  

Orientation sessions are offered four to five times per 
year.  Up to 20 people can be trained at a single 
orientation session.  Upon completion of the orientation, 
a volunteer tutor is paired with a student. 

 
The orientation sessions are delivered over the course of 
four three-hour evening sessions.  By the end of the first 
evening session, tutors will understand the role and 
function of ELTOC as an organization. The volunteers 
are also given the opportunity to examine and discuss 
basic cultural values, practices, attitudes, etc. The 
characteristics of learners are discussed.  The aim of this 
session is to provide a forum for sharing experiences 
and/or concerns.  By the end of the second session, 
through the teaching of a language lesson in Bengali, 
volunteers will appreciate what it is like to learn a second 
language.  Volunteers will also understand the 
assessment process that is used with students and its 
function of determining instructional needs and the tools 
ELTOC uses to document these needs.  Finally, 
volunteers are introduced to the basics of preparing 
lesson plans and their usefulness.  At the third session, 
lesson planning is the main topic of the evening.  By the 
end of the third evening, tutors should understand the 
importance of lesson planning and lesson objectives. 
They will be familiarized with the different stages of a 
lesson (warm-up, review, etc.) and will have had the 
opportunity to plan a portion of a lesson.  Volunteers will 
have also touched upon what to expect during the first 
encounter with their student, and be equipped with 
various strategies and tips for dealing with this meeting.  
During the fourth and final evening, guest speakers are 
invited to share their experiences as volunteer tutors, 
provide useful tips, and answer questions.  By the end of 
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this session, volunteers will be familiar with a variety of 
effective listening, speaking, reading and writing 
instructional strategies. They will also be familiarized 
with the Language Experience Approach to teach ESL, 
basic student tutor routines, the responsibilities that 
clearly define expectations and roles of both parties, and 
the usefulness of the library as a resource centre for 
volunteer tutors. 

 
Tutor support Support is provided through a variety of means.  In 

response to the varying needs of these inexperienced 
instructors, workshops are provided on an ongoing basis 
throughout the year on topics such as: 

 
 Teaching Pronunciation – An Inventory of 

Techniques 
 Using Authentic Materials 
 Teaching Writing  
 Recycling Vocabulary 
 Error Correction Techniques 
 Citizenship – What is the process? 
 Ramadan – Q & A 
 “Who gets in?” A film by the National Film Board of 

Canada which looks at Canadian Immigration Policy 
 

Volunteer tutors will receive the initial profile of their 
student that the education counsellors have prepared 
which includes instructional materials.  This assists them 
in making informed decisions about what type of 
instruction to provide students.  Tutors receive a 
quarterly newsletter as well as the assignment of a 
specific education counsellor.  Counsellors conduct a 
follow-up visit, prepare a report, and participate in 
monthly electronic dialoguing where tutors can voice 
concerns or ask questions.  A discussion forum has 
recently been added for tutors to share issues, concerns 
and/or comments, and to exchange ideas. A newsletter, 
designed to share information about the program’s 
participants and create a community, is distributed to 
students and tutors.  Education counsellors also receive 
regular monthly reports from their tutors and can monitor 
the various successes and progress that students are 
making. 

 
ELTOC houses a large variety of instructional materials 
in its library which tutors may borrow at any time.  
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Education counsellors may recommend materials tutors 
may use with their students. 

 
Tutor 
recognition, 
retention and 
attrition 

Tutor attrition rates are generally attributed to younger 
volunteers who move away from home, get married, or 
start a family.  Older volunteers, on the other hand, will 
cease to tutor mainly because of personal health issues 
or health issues that arise in their families.   

Tutor and 
student 
matching criteria 

The two main matching criteria are gender and 
geographic proximity. For example, male tutors are 
matched with male students, and geographic proximity is 
based on the distance the tutor is willing to travel to meet 
with their student.  Sensitivity to cultural preferences or 
personal issues are also accounted for in the matching 
process and include, but are not limited to the following 
criteria: 

 
 Non-smoker; 
 No children/children; 
 No pets; 
 Avoiding matching individuals who come from areas 

of conflict on the world stage; 
 Some students prefer a native speaker of English; 
 Some tutors are specific about the level of English of 

the student; 
 Some tutors are specific about the level of education 

of the student; 
 Some tutors are specific about country of origin or 

first language of the student because they have 
some interest in a specific country or language; 

 Some tutors and students are specific about age of 
the person they will be matched with. 

Tutor 
recruitment 

Tutors are recruited on an as-needs basis. Volunteers 
are asked to commit to tutoring sessions of two to three 
hours in length, one to two times per week for a 
minimum period of six months. Barring unforeseen or 
life-changing circumstances, tutors will generally stay on 
to tutor several students, and some for many years.  
They are recruited through Volunteer Ottawa, advertising 
in local newspapers, churches or mosques, participating 
at local events, by word of mouth or referrals through 
current volunteer tutors. Tutors are matched with a 
student in as short a time as is possible based on the 
profile of the student and of the volunteer tutor. Students 
are generally matched to volunteers who do not speak 
the first language of the student.  The only tutors who 
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are waiting to be matched with a student are those who 
have temporarily requested a break from tutoring until 
such time as they are ready to resume tutoring activities.  

 
Students 

Intake process To attend this program, individuals must demonstrate 
that they are eligible for LINC programming.  They must 
be of school-leaving age in Ontario, a permanent 
resident, and demonstrate a valid reason for seeking 
one-on-one tutoring.  
 
There is a waiting list of about two to three months for 
students waiting to be matched with a tutor, which is 
down from a previous high of 12 months.  High student 
attrition rates are seen positively since they mean that 
students have either reached their instructional 
objectives or have reintegrated back into the regular 
LINC classroom. 

 
Student 
characteristics 

The target population for the ELTOC program is students 
who are unable to attend regular LINC classes due to a 
variety of circumstances.  Examples include poor health, 
erratic work schedules, seniors who find classroom 
settings overwhelming, or individuals caring for 
dependents, such as elderly persons, relatives with 
disabilities or very young children, or several children 
with differing school or busing schedules.   
 
Women account for 84 per cent of the students, the 
majority of them caregivers, and the balance consists of 
a mix of individuals with health problems or seniors who 
find a traditional classroom environment overwhelming.  
The remaining 16 per cent are male students who give 
work-related timetabling reasons such as shift work as 
the reason for being unable to attend regularly 
scheduled LINC classes.  Some of the men attending the 
program are currently not working in their intended field.  
The individualized instruction means that tutors can 
focus language instruction that is specific and relevant to 
students’ intended or actual profession.  

 
Older students suffering from health problems tend to 
stay in the program longer.  The program benefits 
students who have erratic work schedules, such as shift 
work, or individuals who are housebound, such as 
people who must look after dependents or individuals 
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unable to leave the home due to health-related issues. 
 

Student 
recruitment 

Students are generally referred to ELTOC by the LINC 
Assessment Centre, a health care worker, or a family 
member.  In some cases, students will contact ELTOC 
themselves.   
 
In an effort to raise community awareness of the 
existence of ELTOC services, outreach activities are 
regularly conducted in the community, targeting 
agencies that serve the target population such as 
settlement agencies, LINC service providers, or 
community health centers.  Brochures promoting the 
program are available in 11 languages. Agencies will 
make referrals to ELTOC when identifying a potential 
candidate during their regular contact with their own 
target population.  Referrals to ELTOC are made on a 
regular basis.  Referrals to this program come from the 
following sources: 

 
 Immigrant Women’s Service Organization (IWSO); 
 Ottawa Community Immigrant Service Organization 

(OCISO); 
 Catholic Immigration Centre; 
 Lebanese and Arab Social Service Agency; 
 Jewish Family Services; 
 Ottawa Chinese Community Service Centre; 
 Language Assessment and Resource Centre 

(LARC); 
 Health care professionals; 
 Family members; 
 Students themselves. 

 
Student supports  Education counsellors will offer a variety of supports to 

students as well.  For example, students are provided 
with a fridge magnet where they can write down their 
tutor’s contact information.  Mail such as birthday cards, 
congratulatory cards or get well cards will be addressed 
directly to the students, and serves to generate 
discussion between tutors and students.  Education 
counsellors together can speak up to 17 different 
languages.  They also train tutors to recognize and 
understand typical grammar/pronunciation issues in the 
student’s first language as well as cultural differences 
they may come across in the home, e.g. a Muslim 
husband may not shake a female tutor’s hand, and 
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shoes should be taken off in an East Asian home. 
 

General 
Assessments – 
initial, ongoing 
and exit 

In order to determine appropriate instructional strategies, 
new students must undergo an assessment at a LINC 
assessment centre, as would be the case for any LINC 
student.  This is complemented by a home visit by an 
education counsellor who assesses the student’s 
learning characteristics and living environment, identifies 
the types of tasks that need to be learned, and defines 
the student’s language goals.  A student profile is then 
created.    

 
When a tutor-student relationship terminates, both the 
tutor and student complete an Exit Survey to identify any 
aspects of program delivery that can be improved upon.  

 
 

Length, 
frequency, 
peculiarities of 
student/tutor 
meetings, 
locations, 
resource 
requirements 

The volunteer tutor and student meet and set up a 
weekly or bi-weekly schedule, typically meeting two to 
three hours per week.  The volunteer tutor implements 
the program designed by the education counsellor. The 
typical location for tutoring is the student’s home.  In 
some cases, instruction will be delivered in a quieter off-
site location where there are fewer distractions and 
interruptions from children for example.   

 
Type of 
instruction 
offered – 
content, 
materials used, 
pacing 

Instructional programming is based on the LINC 
curriculum guidelines and tailored specifically to each 
student’s learning needs. When an education counsellor 
visits the student’s home, together they identify their 
language goals and learning objectives.  The education 
counsellor sets the learning objectives, and designs the 
instruction through the selection of appropriate 
instructional materials and approaches based on the 
information collected in the student profile.  A package of 
specific materials to cover with the students is prepared, 
along with a list of suggested items that tutors can bring 
to their meetings, such as utility bills.  
 
The education counsellor meets with the volunteer tutor 
and shares with him/her the information gathered about 
the student from the student profile, and reviews the 
materials and strategies that have been selected for the 
delivery of ESL instruction. The pacing of the program, 
frequency and length of tutor meetings, number and 
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sequencing of instructional units, and types of 
assignments are all negotiated between the student and 
the volunteer tutor.  

Outreach – 
partnerships 

ELTOC networks with other community-based agencies 
as described in the student recruitment section and 
leverages these relationships to recruit students to its 
programs. 

Recommended 
materials, 
special 
resources, and 
technologies 

Other specialized resources might include: 
 

 Cassettes and cassette players (most students don’t 
have a cassette player in their home;  

 CDs; 
 Textbooks;  
 Six ELTOC produced workbook series titles: Taking 

the bus; In your home; At the bank; Family and 
friends; Shopping for clothes; Health. 

 Mini-white boards; 
 Internet resources; 
 Public library resources; 
 Authentic materials (e.g. report cards, OHIP forms, 

etc.); 
 Workplace materials developed by Steps to 

Employment in Ontario; 
 Literacy materials; 
 LINC materials; 
 Citizenship resources; 
 Resources from the Ministry of Transportation for the 

purpose of obtaining a G1 licence et cetera. 
 

ELTOC can supply most of the items listed above.  In 
some cases, if the student has a computer and is 
computer literate, the tutor may choose to use it or the 
student may ask to be shown how to use it.   

 
 



Second Language Tutoring Programs: An Inquiry Into Best Practices Final Report 
 

Leisure Learn Ltd.    18 
February 29. 2008 

3.2. Settlement Focused Adult ESL Instruction in Small Communities, 
British Columbia 
 
 
Background 
 
The Settlement Focused Adult ESL Instruction in Small Communities Program 
began offering one-on-one instruction in the fall of 2006 in four rural 
communities, and has since expanded to include 21 communities throughout the 
province.  The program falls under the mandate of the Ministry of Advanced 
Education.  Prior to the program’s adoption and implementation, the Ministry had 
observed a decline in the number of newcomers settling in smaller communities 
in the province.  Due to lower immigrant arrivals and other factors, the Ministry-
funded English Language Services for Adults (ELSA) program’s classroom 
attendance levels had also declined, and in many communities had decreased to 
the point where classroom instruction had become unsustainable. As a result, at 
the end of 2004 the Ministry started searching for alternative service delivery 
models to replace classroom instruction in smaller communities, which led to the 
creation of the Settlement Focused Adult ESL Instruction in Small Communities 
Program.  
 
The Program uses a volunteer-based instruction model that is delivered by local 
agencies in rural communities.  Agencies recruit volunteer tutors and learners, 
provide training for the volunteers in the provision of ESL to immigrant 
newcomers and by applying certain suitability criteria, then match the trained 
volunteer tutors with the learners. The agencies provide ongoing support to the 
“matches” through consultation, supervision, and professional development. The 
agencies also arrange venues for “matches” to meet and provide instructional 
material and resources to tutors.  
  
The Ministry contracted with the Home Front Learning Program of the Vancouver 
Community College (VCC) to provide the agencies with settlement-based 
curriculum and resource materials to be used by the volunteer tutors. VCC 
provides training on the use of this curriculum and resource materials to the 
community program coordinators of each agency, who in turn provide training 
and support to the volunteer tutors. In addition, the Ministry also provides the 
program coordinators orientation and training on the program’s policies, 
objectives, record-keeping procedures and expectations. 
 
Fort St. John was selected for the site visit for this study.  The information 
provided below is based on interviews with individuals from this site, however in 
some cases, the operationalization of this site can be generalized to the other 20 
sites offering this program in BC. 
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Overview 
Rationale for 
creating 
program 

In the years leading up to 2004, the provincial government 
observed a decline in the number of newcomers settling in 
smaller communities in the province.  Due to lower immigrant 
arrivals and other factors, the provincial government-funded 
ELSA program’s classroom attendance levels declined, and in 
many communities decreased to the point where classroom 
instruction had become unsustainable. As a result, at the end 
of 2004, the Ministry started searching for alternative service 
delivery models to replace classroom instruction in smaller 
communities.  
 

Program 
goals/objective
s 

The overall goals and objectives are to meet the student’s 
instructional needs, to provide instruction to individuals who 
otherwise would not have access to an ESL program, to 
provide students with improved English language skills in oral 
and written communication, and to provide learners with an 
increased knowledge of life in Canada and Canadian civil 
society.   
 

Instructional 
philosophy 

All programming is learner-centered.  The students are the 
driving force behind determining their learning needs and 
instruction is adapted to those needs. 
 

Duties and 
responsibilities 
of staff 

The ESL program coordinator’s main reason for being is to 
organize, facilitate and promote the ESL program.  Their main 
duties include client recruitment and registration; event 
planning and management; participation in community 
meetings; program promotion and community outreach; 
training volunteer tutors; conducting learner evaluations and 
benchmark testing; and providing tutor and learner enrichment 
and support.  Program coordinators attend a five-day train-
the-trainer session which provides them with the ability to 
carry out their duties.  This training consists of sensitivity 
training through an immersion language lesson, profiling an 
adult ESL learner, adapting to a new language and culture, 
needs assessments, program planning, and tutor lesson 
planning for Canadian Language Benchmarks (CLB) levels 
one to four. 
 
Volunteer tutors are charged with providing ESL instruction to 
the clients.  Their main duties and responsibilities are to meet 
with learners to whom they have been assigned and provide 
instruction.  They are expected to be punctual and show a 
professional attitude when dealing with clients. 
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Tutors 
Intake process Volunteer tutors are expected to have a high school diploma 

or equivalent, a basic understanding of the issues facing 
immigrants, and strong interpersonal skills.  They are 
expected to be ethical and honest, self motivated, able to 
work with a minimum of supervision, compassionate and 
reliable, outgoing and energetic, and to have a positive and 
professional attitude. 
 
Potential tutors begin the intake process by completing a 
Volunteer Tutor Application form.  In addition to basic 
demographic information, tutors are asked to provide 
occupational and education information, preferred tutoring 
locations, method of transportation, preferred times for 
tutoring, reasons for wanting to become a tutor, special 
interests, hobbies, subject areas they are comfortable 
teaching, learner preferences, method for becoming aware of 
program, previous tutoring experience, and a personal 
reference. Tutors must also undergo a criminal record check.  
Tutors are required to sign a Waiver of Liability form designed 
to make tutors aware of the inherent risks that may occur in 
the public spaces and locations used by the program.  Tutors 
are required to sign a confidentiality agreement so as not to 
divulge any confidential information relating to their students 
or the program in general.  Tutors sign a tutor agreement 
which outlines their basic duties and responsibilities towards 
their learner and the program. 
 

Tutor training  All tutors receive a six-hour tutor training orientation presented 
to them in two three-hour sessions.  Various topics are 
covered during this session which include understanding 
student characteristics; techniques for using the language 
experience approach; strategies for providing instruction such 
as reading, comprehension, writing spelling and math skills; 
setting goals; and measuring results.  A tutor training binder 
covering these topics is provided to all tutors.  In addition to 
this binder, all tutors receive the BC Volunteer ESL Tutor 
Handbook that provides additional information on determining 
learner needs; planning a program; planning a lesson; 
activities for tutoring; and resources within the community.  
Finally, tutors are also provided The Tutor’s Toolbox, a short 
manual prepared by the College of New Caledonia in BC 
which covers a variety of instructional activities in phonics, 
cloze procedure, duet reading, et cetera. 
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Support 
[materials, 
libraries, 
workshops] 

Tutors are provided with a CLB document that lists Can Do 
statements at each of the levels one through six in the 
language areas of speaking, listening, reading and writing.  
Programs will meet on a sometimes monthly basis to provide 
in-service workshops.  Topics presented to tutors generally 
focus on ESL games, verb tenses, resources, and lesson 
planning.  
 
The program coordinator follows up regularly with tutors to 
monitor the match regarding learner progress and to make 
suggestions regarding instructional activities and ESL 
resources. 

Recognition, 
retention, and 
attrition 

To keep attrition at a minimum, regular monthly contact is 
maintained with tutors in order to ward off potential problems, 
and the monthly tutor enrichment sessions provide a venue 
for tutors to share success stories and discuss frustrations.  
Recognition activities include thank-you cards, honourable 
mentions in the local newspaper, potluck dinners, and other 
social get-togethers. 

Matching criteria Though a variety of information is gathered about students 
and tutors that could be potentially used to match students to 
tutors, it generally boils down to examining the geographical 
proximity of both students and tutors, gender, and whether the 
dates indicated as to their availability coincide with one 
another.  

Recruitment Posters are distributed throughout the community.  In some 
cases, organized events are used to promote the ESL 
program and recruit new volunteers.  The Fort St. John 
program has been involved in the recruitment of volunteers for 
its adult basic education program and will suggest to some 
volunteers the opportunity to teach ESL if they feel these 
individuals would be better suited for this task. 
 

Students 
Intake process  In order to be eligible to participate in this program, learners 

must be 17 years of age or older and meet the language 
requirements between literacy and CLB level six. 
 
Learners must complete a Learner Application form which 
requests basic demographic information; occupational and 
educational information; tutoring location preferences; 
transportation requirements; preferred times for tutoring; tutor 
characteristic preferences, i.e. gender and age; information on 
how they found out about the program; and a statement of 
their instructional goal. 
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Target 
population 
characteristics 

Students come from all ethnic groups.  Some programs may 
have higher concentrations of one ethnic group over another.  

Recruitment The program conducts various outreach activities within the 
community, and notifies other community-based activities of 
its programming availability.  Posters, located in key public 
areas such as libraries, are also used as a means of 
spreading the word about the program. The program regularly 
gets referrals from these programs or from students where, in 
the latter case, word of mouth amongst students seems to be 
the most often used means of communication about the 
program. 

Supports  Program coordinators will follow up on a weekly basis with 
their students.  In some programs, weekly support group 
instructional sessions facilitated by the program coordinators 
are provided to learners, providing an opportunity to meet 
other students and to discuss settlement issues.  Students 
who are on a waiting list for a tutor are also invited to attend, 
providing them with some level of service until such time as 
they are matched with a tutor.  

General 
Assessments 
[initial, ongoing 
and exit] 

All students meet with the program coordinator to determine 
their goals and are assessed against CLB.  Simple diagnostic 
tools were provided by the Ministry to assist in assessing 
student listening, speaking, reading, and writing abilities.  The 
Fort St. John program coordinator has received formal 
assessment training and is now a certified LINC assessor.   
 
Tutors are asked to complete an ESL Program Evaluation 
Tutor Form.  The purpose of this form is to determine whether 
any improvements can be made to the initial training they 
received; the support received from the coordinator; whether 
supplementary workshops were beneficial; resources that 
were particularly helpful and recommendations regarding 
useful resources; whether their learner made progress in 
language learning and in settling into the community;  their 
biggest challenges and successes; and whether working as a 
volunteer tutor is a rewarding experience. 
 
Students participate in the assessment process by evaluating 
their language acquisition progress through discussions with 
their tutors and the ESL program coordinator.  With the 
assistance of their tutor and the program coordinator, students 
prepare post exit plans.  Students also complete a satisfaction 
survey designed to elicit their reactions to the program in 
order to inform ways in which the program can be improved.   
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Length, location, 
frequency, 
specifics of 
student/tutor 
meetings 

Volunteer tutors meet with their learners at mutually agreeable 
locations which may include, but are not limited to, the 
community-based organization (CBO) facility and public 
places such as a library or college.  Tutors meet once a week 
with their students for about two hours per session. 

Instruction 
[content, 
materials, 
pacing] 

The pace of instruction is set according to the needs of the 
students and the rate at which they want to learn, and is 
mutually set between the student and the tutor.  Content is 
selected much in the same manner, having more to do with 
the learning goals the learner has set for themselves.   

Outreach  The executive director of the Fort St. John program sits on a 
variety of round tables attended by as many as 30 other local 
agencies from the community.  These outreach activities 
assist the program in marketing itself to other programs in the 
community, resulting in referrals of students.  Also, by 
knowing what is available in the community, the ESL program 
can refer its students to appropriate services and fulfill a vital 
settlement function for its learners.  

Recommended 
materials and 
publishers, 
special 
resources, 
technologies 

The program encourages the use of a publication entitled The 
Westcoast Reader, a monthly publication for adult learners.  
The newspaper focuses on current events and is distributed 
with Teacher’s Notes, a document that provides instructional 
activities and ideas for tutors to use with their students. 
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3.3. Rural Delivery Program (LINC) – NorQuest College, Alberta 
 
 
Background 
 
The Rural Delivery Program (RDP) is offered by NorQuest College in Edmonton, 
Alberta, under the English Language Training and Adult Literacy division.  The 
division’s main function is to prepare students for the workplace, career training, 
and further academic education.  
 
The RDP LINC program began in 1996 in response to an influx of Yugoslavian 
farmers and has since evolved to encompass 15 sites, with 60 students, and 
have had as many as 80 to 90 students at a given point in time.  The program 
serves the northern half of the province of Alberta and formerly stretched as far 
north as Yellowknife and Nunavut. 
 
NorQuest College evolved as a service provider thanks to its broad network of 
regional campuses.  Generally, the college does not run the program but enters 
into community partnerships with local organizations that assume the facilitative 
function of looking after logistical aspects, while the college provides funding for 
the tutors, mentoring, training and professional development.  The latter functions 
are facilitated through a NorQuest College program coordinator.   
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Overview 
Rationale for 
creating 
program 

The program serves individuals living in remote rural areas 
that are underserved by LINC/ESL programming typically 
found in more urban settings.  Due to the economic prosperity 
as a result of oil exploration and exploitation, a number of 
immigrants are electing to settle in these more remote regions 
for employment purposes.  Their numbers are insufficient to 
justify classes, therefore one-on-one tutoring is provided. 
 

Program 
goals/objective
s 

To meet the instructional objectives of learners, to move them 
through the LINC levels, and to prepare students for the 
workplace, career training, and further academic education.  
 

Instructional 
philosophy 

The RDP uses a learner-centered approach where students 
define their learning goals and objectives and tutors prepare 
instruction in direct response to those needs. 
 

Duties and 
responsibilities 
of staff 

The program coordinator is responsible for the recruitment of 
appropriate partners when a need arises in a particular area. 
The program coordinator also hires tutors; assesses students 
using the Canadian Language Benchmarks Placement Test 
(CLBPT); liaises and supports tutors; trains new tutors and 
provides professional development activities; maintains files 
and records on students; maintains regular contact with each 
RDP site; orders resources and materials; plans and 
organizes site visits; offers personal advice to students and 
tutors; prepares certificates for graduates; and prepares and 
submits monthly RDP status reports. 
 
The community-based agencies facilitate the establishment 
and maintenance of a local RDP program.  They are 
responsible for determining learner eligibility for participation 
in the program; conducting informal assessments until formal 
assessments can be scheduled; recruiting and hiring tutors; 
arranging for space and scheduling of student/tutor meetings; 
monitoring of the student/tutor pair; and processing new 
registrations. 
 

Tutors 
Intake process 
[screening, 
qualifications] 

Tutor qualifications sought generally consist of educational 
experience in ESL, literacy, or in elementary settings, working 
with adults one-on-one or in small groups, and individuals with 
enough flexibility in their schedules that they can 
accommodate a part-time assignment with broad availability.  

Tutor training  Training is kept basic and simple. Tutors are provided with a 
tutor orientation package and CLB posters.  Tutor training 
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usually occurs on demand, based on the needs of the tutor, 
such as in cases where they are requesting help for a 
particular student.  This results in a just-in-time training model.  
As tutors gain in experience, a higher level of detail on 
particular topics is provided to them. 

Support 
[materials, 
libraries, 
workshops] 

The program coordinator corresponds on a regular basis with 
tutors by phone or e-mail to discuss situations they need help 
with and to provide strategies for dealing with them.  Tutors 
also report on a monthly basis to provide progress reports and 
request any needed materials or resources.  The program 
coordinator will also conduct periodic site visits.  Tutors may 
request and receive ESL instructional materials from a 
NorQuest College library.  Relevant ESL Web sites that can 
be of help to tutors in providing instruction are forwarded to 
tutors as they become available. 

Recognition, 
retention, and 
attrition 

Tutors are often praised in order to keep them motivated. 

Matching criteria The main criterion for matching is availability of a tutor in a 
particular area. 

Recruitment Tutors are recruited as one would recruit any other individual 
applying for paid employment, with advertisements in local 
newspapers. 
 

Students 
Intake process  The RDP offers continuous intake at all of its program sites.  

Tutors generally administer a NorQuest College admissions 
form which serves as an informal assessment of their abilities 
in English.  

Target 
population 
characteristics 

Newcomers who are eligible to participate in the LINC 
program are those who are of school-leaving age in their 
province of residence and are:   

 Permanent residents of Canada;  
 OR Refugees/protected persons as defined in Section 

95 of the Immigration and Refugee Protection Act; 
 OR Persons in Canada whose applications for 

Permanent Resident status are being processed in 
Canada and who have been informed, through a letter 
from Citizenship and Immigration Canada, of the initial 
approval of the application subject to an admissibility 
assessment.   

Recruitment The RDP uses a brochure that outlines various aspects of the 
program.  In most cases, the CBO facilitating the program has 
many inroads into the community and as a result, recruitment 
is generally handled by the local community-based 
organization. 
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Supports  Students are supported by the tutor and the program 
coordinator where the tutor can address settlement questions 
and the program coordinator will provide assistance in 
resolving personal problems that the students may be 
experiencing. 

General 
Assessments 
[initial, ongoing 
and exit] 

The program coordinator will meet with new students to both 
register and assess them with CLBPT assessments.  Ongoing 
assessments occur in consultation with tutors twice per year.  
Exit assessments are conducted in cases where students 
provide sufficient notice prior to leaving the program.  All 
student assessment scores are kept in the student files. 
 
The RDP program uses the following resources to assess its 
students: 
 

 On Target! Stage 1- A resource book of assessment 
tasks referenced to the Canadian Language 
Benchmarks 

 
 Canadian Language Benchmarks 2000  (Tutor 

Reference) 
 

 Canadian Language Benchmarks - Student Checklists 
(Tutor  and Student Reference) 

 
 Mini CLB posters  

 
An exit survey is completed by students who leave the 
program whereby they evaluate the program and courses with 
the intent of identifying where improvements can be made in 
the program. 
 

Length, location, 
frequency, 
specifics of 
student/tutor 
meetings 

Tutor meetings vary from program site to program site.  Tutors 
will meet for two to two and a half hours with their students.  
They may meet in small groups or one-on-one depending on 
the levels of the students, their availability, and the availability 
of the tutor.  Tutoring session locations are dependent on the 
physical resources that are available within the community.  
Sessions are generally held on a weekly basis.  In some 
cases, the location will vary in order to accommodate students 
living in close proximity to one location or another.  By and 
large, the factors that influence this component are driven by 
the characteristics of the students, their geographical location, 
available transportation, and tutor availability.  A timetable is 
mutually developed and agreed upon by all stakeholders. 
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Instruction 
[content, 
materials, 
pacing] 

The RDP offers instruction from the Canadian Language 
Benchmarks Literacy level one to level four.  Tutors are 
encouraged to focus a lesson on a single topic and to start 
with a listening activity, and evolve into a reading activity that 
focuses on pronunciation which then terminates with a writing 
activity. 

Outreach  The RDP relies on the cooperation of local CBOs who 
ultimately offer the ESL programming.  Outreach then consists 
of connecting with relevant organizations within a community 
that can offer ESL programming. CBOs are the mainstay, and 
their reach within the community results in more effective 
outreach than NorQuest College could ever do on its own. 

Recommended 
materials and 
publishers, 
special 
resources, 
technologies 

The RDP program uses a variety of materials such as the 
Heinle Picture Dictionary, Oxford Picture Dictionary, Penguin 
ESL Readers, Grammar Connections 1, 2 and 3, Ten Steps, 
The Pizza Tastes Great and Side By Side Books 1 and 2.  It 
also recommends the English Express, a free newspaper for 
adult learners published by the Alberta Ministry of Advanced 
Education and Technology, as well as the ESL Resource 
Package for Alberta Communities (ERPAC), published by 
NorQuest College. 
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3.4. Frontier College Literacy Tutoring - Ontario 
 
Background 
 
Frontier College has been working with newcomers to Canada since 1899.  The 
organization’s mission is to reach out and take educational opportunities to 
marginalized people. 
 
ESL programs generally start in September and run until June.  Frontier College 
will either be wholly responsible for running all aspects of a program and 
assuming all costs to do so, or will enter into agreements with community 
partners, with Frontier College providing the ESL program management 
expertise, and the partners possibly providing physical space and recruitment of 
learners. 
 
Several ESL programs are offered in the Toronto area.  Wholly run and operated 
by Frontier College, the Our Families Learning Together Program offers ESL 
tutoring for adult learners as well as a learning program for their school-age 
children at one site in Scarborough. Offered in partnership with Frontier College, 
the Newcomer Adult ESL Program is provided to parents of children who 
participate in the Somali Homework Club program in Regent Park.  Learners are 
primarily Somali women who have had limited opportunity to study English in 
Canada and may have had limited schooling before coming to Canada.  Finally, 
offered in partnership as well, the Alexandra Park ESL Group works primarily 
with Chinese newcomers whose children or grandchildren are participating in the 
pre-school program at the community centre. This program works in a small 
group format. 
 
Recruitment and training of volunteers occurs in the month leading up to the start 
of the program.  Student recruitment activities also occur at this point in time.  At 
the start of the program, students are matched with a tutor.  The tutoring takes 
place once a week at a designated Frontier College site, and is monitored by a 
program site coordinator.   
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Overview 
Rationale for 
creating program 

The reasons for creating a program vary from one program 
location to another.  Generally, it has a lot to with a learner’s 
inability to attend a regular LINC or ESL program due to family 
demands such as school-aged children, or work schedules 
that don’t permit students to attend regular classroom 
schedules. 

Program 
goals/objectives 

The objective of ESL tutoring is to help individuals improve 
their reading, writing and spoken English skills, and become 
more familiar with Canadian culture and customs. 

Instructional 
philosophy 

Frontier College adopted a Student Centered Individualized 
Learning approach which articulates their philosophical 
approach to tutoring.  The following criteria are provided to all 
tutors and describe the approach as follows: 
 

 Learning is based on the student’s strengths rather 
than deficits. 

 Learning is based on the student’s life experience using 
skills that he/she has developed over the years 

 Curriculum is developed with the student and should be 
based on what he/she wants to learn. 

 Both the tutor and the student participate in learning 
because they want to, not because they have been 
forced to. 

 Everyone can learn. 
 The tutor and the student are equal partners in the 

learning process.  Mutual respect is the foundation of 
their relationship. 

 Learning is most effective in an environment that is 
comfortable and safe for both the tutor and the student. 

 
Duties and 
responsibilities of 
staff 

An ESL program is offered at a designated Frontier College 
site and is staffed by a program site coordinator.  The key 
responsibilities of this coordinator are to: 
 

 meet with the community partner (if applicable) to plan 
and organize the program for the upcoming session 
(partner may be responsible for recruiting the learners 
and providing program space); 

 maintain regular communication with partner (if 
applicable) to ensure smooth running of program on-
site; 

 interview and screen new tutors; 
 orient new volunteers to program site and what to 

expect from the program; 
 maintain regular communication with volunteers at site 



Second Language Tutoring Programs: An Inquiry Into Best Practices Final Report 
 

Leisure Learn Ltd.    31 
February 29. 2008 

to deal with questions, problems, absences, etc., as 
they arise; 

 intake new learners, completing required forms; 
 match tutors and learners;  
 ensure all tutors and learners are matched up with 

someone each week, rearranging the matches as 
required when people are absent; 

 collect and distribute tutoring materials and resources; 
 provide ongoing tutoring support and guidance;  
 maintain tutor attendance records; 
 plan and organize special learning activities (i.e. poetry 

or story writing, word games, conversation groups) for 
learners and tutors; 

 plan and organize volunteer and learner recognition 
events, i.e. holiday party, end of session party, cards or 
certificates. 

  
Tutors 

Intake process 
[screening, 
qualifications] 

Standard volunteer tutor screening procedures are undertaken 
which include a basic interview and a criminal record check.  
Tutors will generally undergo the following screening 
procedures prior to being assigned a student: 
 

 Complete an application form. 
 Attend an orientation. 
 Participate in an interview. 
 Participate in a six-hour training session. 
 Undergo at least two reference checks (completed by 

phone call only). 
 Undergo a police record check (paid for by Frontier 

College after six month volunteering). 
 Ongoing supervision and tutor evaluation.  

 
The qualities sought in volunteer tutors include strong 
interpersonal and communication skills; creativity, flexibility, 
patience; good speaking, reading and writing skills in English 
with a high degree of fluency; a good familiarity with Canadian 
culture; and an interest in working with individuals from 
different cultural backgrounds. Tutors are asked to commit to 
two hours of tutoring time a week, plus time for lesson 
preparation, for a period of eight to ten months.  Tutor 
responsibilities include: 
 

 Attend at and participate in an ESL tutor training 
session and any follow-up tutor workshops; 

 Assist individuals to set and achieve their personal 
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goals; 
 Devote some time to lesson preparation each week 

before each session with their learner; 
 Develop creative and meaningful learning activities for 

their learner; 
 Work together with their learner to complete periodic 

progress reports;  
 Keep a record of their work together and help their 

learner keep a portfolio of their work. 
 

Tutor training  Tutors are trained once a year, in the fall, immediately 
following recruitment activities.  All tutors are provided with a 
copy of “The ESL Tutor’s Handbook,” the contents of which 
include: 

 A word about Frontier College 
 Working with Adults:  Guiding principles of Adult 

Learning 
 Dos and Don’ts of Tutoring and Tutoring Tips 
 The Newcomer Student: Understanding Canadian 

Culture 
 Techniques for Assessing Language Needs and Levels 
 Teaching Grammar 
 Building Speaking Skills 
 Building Listening Skills 
 Building Reading Skills 
 Building Writing Skills 
 ESL Literacy 
 Select Bibliography – Books and Internet Resources 

 
The training session lasts about six hours and focuses on the 
following: 
 

 Purpose of ESL Tutoring and Role of the Tutor 
 How Do We Accomplish This? ALP and the 

Communicative Approach 
 Assessing Learner Needs 
 What to Tutor? Establishing Goals 
 Canadian Language Benchmarks  
 Working with Beginner Level Learners 
 Activity:  Getting the Meaning Across 
 Demonstration Teaching: Video of Elena 
 Lesson Planning: Key Steps of Good Lesson Activities 

 
All tutors receive the same ESL training at the same time; not 
all of them, however, will be tutoring at the same site.  For this 
reason, an orientation session is conducted which includes 
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showing them a picture of the site where they will be tutoring, 
and meeting with community site staff. 
 

Support [materials, 
libraries, 
workshops] 

Program coordinators are always in attendance at tutoring 
sessions and providing assistance to tutors in the selection of 
materials, instructional approaches, et cetera.  Tutors are 
provided with a document that defines the purpose of tutoring 
and the role of the tutor.  Tutors are provided with various 
documents that are designed to assist them in their tutoring 
activities and may be altered or adapted for any given 
program.  One such document assists tutors in defining 
student learning goals and relevant activities which are 
provided to tutors shortly after tutors and students have 
acquainted themselves.  Another document is the 
Tutor/Learner Meeting Log which tutors use to briefly 
document the current meeting’s learning activities, lesson 
outcomes, materials used and plans for the next meeting.  
Writings from students who have recorded their experiences 
as immigrants and ESL learners are documented in several 
editions that can be used by tutors to gain a better 
understanding of challenges and characteristics of learners.  
Newsletters are distributed to learners, but are viewed 
primarily as a perk rather than a formal support measure. 
Throughout the year, additional workshops on a variety of 
relevant workshops are provided to tutors interested in 
improving their performance as tutors. 
 

Recognition, 
retention, and 
attrition 

Tutors recruited from universities tend to stay on for only one 
year, whereas the length of service of community-based 
volunteers tends to be more stable with some of these tutors 
returning year after year.  Support is provided in the form of 
ongoing feedback with respect to their work as tutors, and by 
planning and organizing volunteer and learner recognition 
events, i.e. holiday party, end of session party, cards or 
certificates. 
 

Matching criteria Frontier College will match individuals based on their common 
personal interests and professional backgrounds and/or same 
gender and age.  Again, depending on the context of the 
program and factoring in the types of learners and their 
learning goals, the tutor’s ability to speak the students first 
language may be seen as the most important criterion 
 

Recruitment Frontier College follows the school calendar for the 
recruitment of tutors to its programs.   
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Students 
Intake process  The ESL program gives priority to individuals and families who 

do not qualify for government ESL programs, have had 
difficulty learning in the classroom environment, or have 
difficulty accessing other programs.  Depending on the type of 
learner targeted in a particular program, additional criteria may 
be applied to further clarify which students are admitted.  New 
students complete a Learner Application form that seeks basic 
information about learners and, depending on the ESL 
program in question, will have questions that are relevant to 
that program. Generally, in addition to basic contact 
information, it requests information about the learner’s first 
language, basic employment history, other languages spoken, 
a self-rated assessment of their English language abilities, 
and the amount of English they studied before coming to 
Canada.  In some cases, learners will be asked to provide a 
writing sample. 

Target population 
characteristics 

Students come from all walks of life.  It is generally dependent 
on the location of the program and the ethic populations that 
live there.  Learner goals will vary from individuals seeking 
survival English to improving their fluency. 

Recruitment Frontier college uses a variety of posters to promote the 
program in a community.  Program coordinators may also 
conduct outreach in the local community in cases where the 
program is offered solely by Frontier College.  In some cases, 
where Frontier College has entered into a partnership 
agreement with a CBO, it may be the CBO’s responsibility to 
recruit students into the program, relying on the partner’s 
expertise, contact with and knowledge of its client base.  Word 
of mouth tends to be the way information is passed along from 
one learner to another.  As there is only one intake session at 
the beginning of September, there are no wait lists.  However, 
there generally tends to be more demand for the program than 
there are tutors available.   

Supports  All tutoring sessions are offered at a safe and secure Frontier 
College designated site on a weekly basis where a 
coordinator monitors and provides supports to learners.  In 
some cases, programs will be designed so that barriers to 
attending ESL programs are addressed as is the case with the 
Our Families Learning Together program, which provides 
programming in a separate area for the children of parents 
attending the ESL tutoring component.  Students obtain 
support from their tutors for solving problems they may be 
having with understanding certain social contexts such as 
negotiating parent-teacher interviews for their school-aged 
children. 
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General 
Assessments 
[initial, ongoing 
and exit] 

There are no formal initial assessments, but program 
providers do conduct informal assessments such as reviewing 
the Learner Application form to assess students’ writing 
abilities and the extent to which they could complete the form 
themselves which provides information about their listening, 
and reading abilities.  In some programs, the learners are only 
interested in learning survival English, making formal 
assessments unnecessary for this group.  Learners will 
discuss their goals and objectives with their tutors and 
generally identify areas that they are interested in improving. 
 
At the end of each tutoring session, tutors and learners 
complete a Tutor-Learner Feedback form.  Program planners 
enquire about the types of learning activities students and 
tutors worked on, areas where there were noticeable learner 
improvements as well as areas that require improving, 
supplementary support or training that would have been 
helpful, and general comments. 

Length, location, 
frequency, 
specifics of 
student/tutor 
meetings 

Depending on the program, tutoring sessions are generally 
held once a week, for about two hours or so per session.  
Students and tutors meet at a Frontier College designated 
site. 

Instruction 
[content, 
materials, pacing] 

Student and tutors will discuss events that occurred during the 
week, where students will seek clarification on appropriate 
vocabulary for various situations or on certain colloquialisms. 
Free daily newspapers are sometimes referred to as sources 
for reading and discussion material.  The speed at which 
lessons are taught, or pacing, is determined by the student.  
Generally, no specific curriculum is followed; the content of 
the lessons tends to be topical as it relates to the lives of the 
students and their specific language learning needs.  
 
In addition to one-on-one tutoring activities, program 
coordinators will periodically organize small and/or large group 
programming, incorporating activities such as conversation, 
reading and discussion, games such as Scrabble or Boggle, 
or show and tell sessions.  These activities provide an 
opportunity for learners to converse and interact with other 
students and tutors.  Students are generally grouped 
according to their general level, and participation in these 
activities is voluntary. 
 
There is no preset curriculum or checklist of vocabulary or 
grammar that tutors must cover off with their students.  
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Instead, the learner is seen as the curriculum, therefore 
instruction is based on their individual needs, strengths, 
learning style and life experiences. 

Outreach  Contact will be made with local community-based agencies in 
cases where Frontier College is wholly responsible for all 
aspects of a program.  In cases where a program is offered in 
partnership with a CBO, the CBO serves as the main portal 
into the community. 

Recommended 
materials and 
publishers, special 
resources, 
technologies 

Materials are provided by the coordinators. Generally there 
are picture dictionaries, various support materials, short 
stories, store flyers from grocery stores and pharmacies and 
other brochures, grammar books, activity sheets, the Ontario 
Reader, ESL readers, and a Citizenship Guide and related 
materials about Canada for those studying for citizenship.   
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3.5. Hamilton Public Library - Ontario 
 
Background 
 
The Hamilton Public Library serves the citizens of Hamilton by providing 
collections and services that include language instruction.  The library has 
recognized the ethnic and socio-economic diversity of the community and 
markets its services accordingly, offering LINC programming, targeting highly 
educated newcomers who have good grammar skills but poor listening and 
speaking skills. 
 
The Hamilton Public Library Learning Centre’s LINC Program, founded in 1992, 
uses volunteer tutors from the community to work with recent immigrants to 
Canada.  Prior to offering LINC programming, the library offered one-on-one 
literacy instruction programming and it was believed that providing tutoring 
instruction in LINC would be as beneficial for this target group as it was for 
individuals enrolled in its adult basic literacy tutoring program.  
 
 
The objective of the LINC program is to provide English language instruction to 
eligible immigrants to facilitate their social, cultural, economic and political 
integration into Canada.  The Learning Centre provides over 6000 hours of 
language instruction and can accommodate approximately 85 student-tutor pairs 
at any given time.  The Centre serves over 150 students annually.  Two LINC 
supervisors are responsible for student intake, matching students with tutors, 
tutor training, liaising with the public about LINC programs and providing ongoing 
support to tutors and students.   
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Overview 
Rationale for 
creating program 

Prior to offering LINC programming, the library offered one-on-
one literacy instruction programming.  A number of its clients 
at the time were individuals whose native language was not 
English.  When LINC funding became available, it was 
believed that providing LINC tutoring instruction would be as 
beneficial for this target group as it was for individuals enrolled 
in its adult basic literacy tutoring program. 
 

Program 
goals/objectives 

The objective of the LINC program is to provide English 
language instruction to eligible immigrants to facilitate their 
social, cultural, economic and political integration into Canada.
   

Instructional 
philosophy 

The Learning Centre’s one-on-one program is based on a 
communicative approach to language learning.  The focus is 
on helping students function in English according to their 
individual needs.  The Language Centre stresses cooperative 
learning strategies, noting that the language learned should 
be relevant to the learner’s interests and needs. 

 
Duties and 
responsibilities of 
staff 

The program is overseen by two full-time TESL (Teachers of 
English as a Second Language) certified supervisors and one 
part-time administrative assistant.  The LINC supervisors 
mutually agree to schedule themselves so as to have at least 
one individual available at any given point in time during the 
day.  The LINC supervisor coordinates and implements the 
tutoring program; selects, trains and directs volunteers and 
tutor program participants; matches students with volunteer 
tutors; monitors and records progress; advises teaching 
methods; evaluates students using CLB; assists in 
developing, maintaining and promoting services and ensuring 
adherence to program requirements; and provides information 
services to users of the Learning Centre. 
 

Tutors 
Intake process 
[screening, 
qualifications] 

Volunteers complete an application form.  On it, volunteers 
indicate their age, educational level, work/volunteer 
experience, languages spoken, and availability, how they 
heard about the program, why they want to join, why they 
think they would be good tutors, and personal references.  
The application form is used as an initial screening tool.  For 
example, should there be any grammatical or spelling errors, 
the applicant will not be considered as a tutor.  Suitable 
candidates are invited to the next scheduled orientation 
workshop. 
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Tutor training  Orientation workshops are generally held 4 times per year.   
Periodically, private orientations will be held between sessions 
if a tutor is required for a student that has specific needs.  
Orientation workshops give program staff the opportunity to 
meet face-to-face and speak with volunteers to further assess 
their suitability as potential tutors.  These staff members are 
looking for a variety of essential skills and qualities including 
enthusiasm, excellent oral and written communication skills, 
and an interest in meeting new people from different 
countries.  The Tutor Orientation Workshop is two hours in 
duration.  Ample time is provided during this session to 
sufficiently address questions volunteers may have or for 
further discussion.  The purpose of the orientation is to: 
 

 Provide tutors with information about the program; 
 Provide tutors with information about the Settlement 

Integration Services Organization (SISO) which is 
responsible for the initial assessment of students and 
referral to LINC programs; 

 Give tutors an overview of the Canadian Language 
Benchmarks; 

 Give tutors information about the intake and matching 
process; 

 Inform tutors about their duties and obligations 
including time commitment and required reports; 

 Inform tutors about the resources available in the 
Learning Centre. 

  
 
During the orientation workshop, it is stressed that tutors play 
as much the role of a teacher as they do a language tutor.  
Tutors play a vital role in that they not only help to improve 
language skills of immigrants, but they also help them to 
understand Canadian culture.  Through a teaching and 
mentoring process, tutors facilitate the students’ social, 
cultural, economic and political integration into Canada. 
 
Tutors are given a Tutor Orientation Kit at the workshop, 
which they get to keep.  The following information is provided 
in this document: 
 

 Introduction to Canadian Language Benchmarks; 
 National placement grid – How LINC level is 

determined; 
 Benchmark descriptors – a very brief description of 

each benchmark; 
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 Planning checklist and outcomes – A LINC 3 sample; 
 Sample testing tasks; 
 Useful Web sites for ESL; 
 Basic features of English pronunciation; 
 Teaching the sound system; 
 Teaching listening skills; 
 Booklist; 
 Tutor obligations; 
 Lesson report sample. 

 
Volunteers who successfully complete the orientation sign a 
volunteer agreement with the learning centre.  
 

Support [materials, 
libraries, 
workshops] 

The library supports the program by providing space and 
current ESL instructional resources.  Resources in the 
Learning Centre include books from basic literacy to more 
advanced levels as well as kits consisting of cassette tapes 
and CDs that cover topics such as grammar, writing, 
pronunciation, teaching LINC and life skills.  Students also 
have access to a large section of second language 
assessments such as the TOEFL (Test of English as a 
Foreign Language).  Core ESL collections have been set up in 
library branches that also serve immigrant populations. 
 

Recognition, 
retention, and 
attrition 

The program provides tutor recognition events such as social 
gatherings. 

Matching criteria Students are matched to tutors based on congruency in 
student-tutor schedules and any specific student-tutor 
preferences mentioned by either the tutor or the student. 

Recruitment The tutoring program is successful at recruiting volunteers 
from a wide variety of backgrounds and age groups.  
Recruitment posters advertising for tutors are distributed 
throughout the library system or all 24 locations.  Other 
mediums include the Hamilton Public Library Web site; the 
Volunteer Association of Hamilton job board and Web site; the 
library’s quarterly newsletter, ‘What’s Happening?’; and on the 
McMaster University Experiential Web site.   
 

Students 
Intake process  To attend this program, individuals must demonstrate that 

they are eligible to attend LINC programming, must be of 
school-leaving age, and be a permanent resident.  Students 
complete a Student Application form and include basic 
coordinates information, CLB scores from their assessment, 
availability, open-ended questions requesting information 
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about their goals, expectations and challenges with the 
English language, and their personal interests.  Students sign 
a Student Agreement form that outlines the students’ basic 
duties and responsibilities. 
 

Target population 
characteristics 

Students attending this program are generally well-educated; 
most possess an undergraduate degree and have good 
grammar, reading and writing skills.  Many students are 
working at one or two part-time jobs, sometimes at odd hours, 
and may have family responsibilities or are attending college 
or university.  They seek a high level of instructional intensity 
and flexibility in the LINC program offering.  Almost all 
students express a need to improve their speaking, 
pronunciation and listening skills as their most pressing 
priority.  Most students are foreign-trained professionals 
hoping to work in the field for which they were trained or a 
related professional field.  Their preference is for a one-on-
one tutoring versus a classroom-based situation because of 
their focus on specific skills that require improving; in 
classroom based programs, excessive time would be spent on 
skills they have already acquired.  Students generally have 
little opportunity to speak English and so working one-on-one 
with a native speaker is very appealing to them.   
 
The majority of students are Asian, with a full 70 per cent of 
them being of Mandarin origin.  In all, 15 languages are 
represented.  Sixty per cent of students are women and 40 
per cent are men. Almost all students are in levels three to 
five.  Previously the program was offered to learners at levels 
one and two however it was felt that the tutoring program was 
more beneficial for students in higher levels. 

Recruitment There has not been a need to actively recruit learners into the 
program with formal advertisements due to the constant 
waiting list.  The best means of attracting students to the 
program has proven to be word of mouth with the best source 
of referral being the students themselves. Other referral 
sources include SISO, and the information staff from the 
library.  Students are accepted into the program once they 
have been screened and assessed by the SISO staff.   
 
Wait periods are approximately six months to enter into the 
program.  Very few people will drop off the waiting list, feeling 
that the program is worth waiting for.  Students know they will 
make more progress through the one-on-one tutoring process 
than they would in a classroom setting.   
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During an April to December 2006 reporting period, the 
program had a graduation rate of almost 30 per cent, where 
44 out of 150 students had completed a LINC level and in 
addition to this, many students had completed a Benchmark.  
Completing a LINC level is generally one of the main reasons 
students will leave the program.  Other reasons include 
students leaving the country for extended periods of time, 
finding full-time employment, lack of time, losing contact with 
no reason being provided for leaving, relocating to another 
community, attending post secondary institutions, or going on 
maternity leave.  

Supports  Program coordinators will refer learners to other programs that 
offer translation services, citizenship classes, foreign-trained 
professional information, work placement services et cetera. 
Tutors also provide a lot of support.  Program providers 
suggest they should be called mentors rather than tutors.  
Students build a relationship with the tutors and feel 
comfortable asking about various issues, including health 
care, education, cultural questions, et cetera. 

General 
Assessments 
[initial, ongoing 
and exit] 

Each student completes a needs assessment when admitted 
to the program.  Students are formally assessed by the SISO, 
a local LINC assessment centre.  The student application form 
serves as an informal way of assessing the students’ ability to 
express themselves in English.  This assessment and the CLB 
language assessment profile form the focus for each student’s 
individualized course of study. 
 
Ongoing assessments are conducted following the review of 
the student files by the LINC supervisor.  The LINC supervisor 
will monitor the student’s progress and, if it is felt that enough 
progress has been made, will request that the tutor administer 
an assessment with the student.  The program uses an 
assessment tool called On Target, developed by Bow Valley 
College, that is easy to administer and correlated to the CLB. 
 
Students sometimes leave the program on short notice and so 
an exit assessment is not always possible.  In any given year, 
assessments revealed that almost one-third of the students 
had completed a benchmark level. 
 
CLB provides a constant for measuring progress that benefits 
tutors and students in selecting materials and planning 
lessons as well as reporting to external stakeholders on 
learner progress. 
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Length, location, 
frequency, 
specifics of 
student/tutor 
meetings 

Learners may meet with their tutors at any of the public library 
branches in the city or at any public place where study is 
possible. 

Instruction 
[content, 
materials, pacing] 

Students and tutors work on benchmarks that have been 
assigned, and once they complete the outcomes for each 
benchmark, they progress to the next one. 
 
Other components that are incorporated in the Learning 
Centre’s approach to language acquisition are that: 
 

 Learning is cooperative; 
 The language learned is relevant to the learner’s 

interests and needs; 
 The learner is actively engaged; 
 Learner differences are accommodated; 
 Affective barriers to learning are addressed: 

o One-on-one provides a safe environment for 
learners to try out language; 

o Promotes self confidence; 
o Increases student motivation. 

 
Pacing and content are mutually agreed upon between the 
student and the tutor, with the student being the main driving 
force behind setting the pace and driving the selection of the 
content.  Students generally seek instruction that is focused 
on speaking and listening for on many occasions, they lack 
the environment in which to practice these skills. 
 

Outreach  The program is not intentionally promoted but it does maintain 
contact with local organizations that can provide supports for 
immigrants. The program works closely with the other service 
provider agencies to keep up with the type of LINC services 
they are offering so that they can advise students who might 
need something other than the tutoring program. 

Recommended 
materials and 
publishers, special 
resources, 
technologies 

The program provides a variety of pronunciation materials 
such as Rhythm and Unstress, Rhymes ‘n Rhythms, Jazz 
Chants and Pronunciation Activities; pictures used for 
speaking such as Action English Pictures, comics and 
conversation, and Lexicarry; listening comprehension 
suggestions include reading for fun and ESL According to 
Fran. 
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3.6. Halifax Public Libraries ESL Tutoring Program – Nova Scotia 
 
 
Background 
 
ESL for Adults (ESLA) was founded in 1994 and operates at six different 
branches of Halifax Public Libraries (HPL).  ESLA is a 40-week program that 
runs from September to June.  The program targets immigrants seeking to 
improve their English speaking skills and accepts all individuals except those 
who hold a student or work visa.  In 2006-2007, ESLA held over 647 one-to-one 
and small-group tutoring sessions throughout all of its branches with 496 enrolled 
adult learners and 228 volunteer tutors.  The highest number of learners matched 
and meeting with a tutor in a given month was 232 in April 2007.   
 
At each location, a program coordinator is responsible for overseeing the 
program, supported by branch and regional library staff.  The main objective of 
ESLA is to provide ESL learners an opportunity to improve their English 
communication skills.  It attracts individuals currently enrolled in LINC or ESL 
programs during daytime hours, individuals waiting to enter these programs, or 
individuals who no longer qualify to participate in these programs.   
 
In short, ESLA provides learners with communication skills and the basic life 
skills needed to understand the cultural differences of the new country and to 
overcome the language barriers.  The programs give tutors an opportunity to gain 
valuable work experience, especially students who volunteer as part of their 
credited work, and it allows tutors to give something to their community - getting 
involved, making friends, and supporting others.  Programs are offered free of 
charge, providing a flexible, individually-based curriculum for each learner in a 
safe and welcoming learning environment. 
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Overview 
Rationale for 
creating 
program 

Historically, there has been a high turnover of immigrants 
relocating to larger urban centers such as Montréal, Toronto 
and Vancouver.  The program, therefore, strives to retain 
immigrants by connecting them to various support services 
and easing their integration into the Halifax community.   

Program 
goals/objective
s 

The aim of ESLA is to assist newcomers to Canada in 
learning the English language and in adjusting to a new 
country, customs, and other basic life skills. The main 
objective of the ESLA program is to provide ESL learners an 
opportunity to improve their English communication skills. 
Complementary objectives of ESLA include providing learners 
with social networking opportunities, providing access to 
useful resources, and fostering a sense of community among 
new Canadians and the rest of the Halifax community.  
 

Instructional 
philosophy 

The ESLA program is grounded in public library culture and 
philosophy.  The Halifax Public Libraries’ mission statement 
reads as follows: 
 
“Halifax Public Libraries is the life-long learning centre of the 
Community and the place people turn to for the discovery of 
ideas, the joy of reading and the power of information.” 
 
As a result, the ESLA program is aligned with the overall 
mission and provides lifelong opportunities to its target 
clientele.   

 
Duties and 
responsibilities 
of staff 

ESLA is headed by the ESL/Literacy/Diversity Services 
Manager.  This individual is responsible for the higher level 
activities such as evaluation activities; advising on library 
policies, learner eligibility and professional development.  The 
manager is a subject matter expert; writes proposals; 
establishes performance measures; develops community 
partnerships; and participates in ESL networks. 
 
At the branch level, program coordinators are responsible for 
the implementation and administration of the program.  
Program coordinators are charged with matching tutors and 
learners according to needs and compatibility. They 
personally meet with and interview all participants, volunteers 
and learners alike.  Their major responsibilities include 
recruiting, interviewing and informally assessing learners; 
recruiting, training and supporting volunteers; monitoring the 
student-tutor pair, individual student progress and tutor issues; 
selecting and recommending appropriate instructional 
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materials; and promoting the program within the branch 
community.  Program coordinators receive the “Tutor and 
Instructor Training and Certification Program” unless they can 
demonstrate equivalent previous ESL training. The 
coordinator remains on site during tutoring sessions to provide 
support for learning groups.  

 
Tutors 

Intake process 
[screening, 
qualifications] 

All HPL volunteers are managed under the HPL volunteer 
policy, and ESL volunteers are no exception.  Prior to 
commencing in the ESL program, participants must start by 
completing a HPL Volunteer Application form.  This is followed 
by the completion of an ESL Program Volunteer Tutor 
Application form.  Volunteers indicate their current occupation, 
education level, skills that may be useful for tutoring, their 
goals and expectations, tutoring preferences and special 
concerns.  Volunteers are further screened through a criminal 
record check, as per the HPL volunteer policy.  Finally, 
volunteers are requested to complete a volunteer pledge form 
whereby volunteers agree to follow the principles of 
volunteering.  The HPL hiring manual serves as guide for 
interviewing volunteers, as well as providing helpful and 
applicable tips and procedures in the context of the 
appointment of a volunteer. 
 
As a means of providing information to potential tutors about 
the ESLA program, an information sheet is provided.  This 
sheet outlines such matters as:  time commitment 
expectations; the steps to follow regarding the criminal record 
check; procedures to follow in cases of short- and long- term 
absences; protocols to follow regarding support materials 
provided during ESL sessions and student-tutor meetings that 
occur outside the normal weekly programming schedule; 
procedures for completing learning logs; and information 
about the availability of supplementary training workshops. 
 
Most ESL volunteer tutors seek to gain work experience to 
expand their career portfolios, to give to the community, and 
to learn more about diverse cultures.  It is common to find 
tutors who are fluent in languages other than English such as 
French, Spanish, Mandarin, Cantonese, Serbian, Filipino, 
German, Latvian, Turkish and Arabic.  Volunteer tutors are 
either employed, attending university, retired, or, in small 
number of cases, unemployed or unable to work.  A small 
minority of tutors return to the program each year. 
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Tutor training  According to the HPL volunteer policy, all volunteers are 
provided with support similar to that which paid staff receives.  
Volunteers are to be given a thorough orientation, regular 
assessments, appropriate training and the proper tools to 
perform their tasks.   
 
Coordinators orient new tutors by meeting with them to 
discuss the program, to point out other HPL branch locations 
where the program is offered, to discuss their role as a tutor, 
and to observe another tutor and learner for a full session 
before assigning a learner to the new tutor.  The focus of the 
tutor orientation largely consists of familiarizing tutors with the 
HPL volunteer policy; the library branch (introduction and tour 
of the facility); teaching methods and learner assessments; 
and sensitivity training.   
 
All tutors receive a 42-page ESL for Adults Volunteer Tutor 
Orientation Kit.  The Kit covers a variety of useful topics such 
as providing general information about the library and its 
ESLA program; expectations of serving as a volunteer such as 
responsibilities; HPL volunteer policy and supports available; 
ESL basics such as working with adults, immigrants, common 
challenges facing immigrants, cultural understanding and a 
glossary of ESL terms; instructional activities such as the first 
session, assessments and CLB, speaking, listening, reading 
and writing, pronunciation activities and lesson planning; 
resources such as support from the local branch, ESL 
materials, computers and other equipment, suggested 
resources and organizations serving the ESL community. 
 

Support 
[materials, 
libraries, 
workshops] 

The program coordinator will train volunteers on a continuous 
basis as required as well as conduct both formal and informal 
evaluations of volunteers throughout the year.  In any given 
year, a series of workshops are offered in cooperation with the 
Metropolitan Immigrant Settlement Association (MISA) 
volunteer tutor program, most of which were hosted at the 
library.  Workshops included: 
 

 ESL Tutor Basics Series #1,  
 ESL Tutor Basics Series #2, 
 ESL Tutor Basics Series #3, 
 ESL Tutor Basics Series #4 
 Workshop A  
 Workshop B 
 Workshop C 
 Workshop D  
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 Working with Beginners 
 Challenging Advanced Learners  
 TESL NS Mini Conference  
 Sharing Experiences, Tips, and Resources  
 Integrating Pronunciation into ESL Study 
 Discover the Joy of Grammar  
 ESL Tutor Roundtable 

 
 
Feedback on the workshops was largely positive and 
attendance grew throughout the year.  This partnership has 
allowed the program to offer tutors training opportunities at 
various locations in the region.  It was felt that by sharing the 
workload and pooling creative and financial resources, the 
library partners were able to accomplish much more as a team 
than they would have each on their own.  
 
The program coordinator provides business cards to tutors as 
a reference in cases where tutors need to communicate with 
the program to inform them of their inability to attend. 
Each library branch has materials to support the ESL 
program.  These collections include ESL collections, 
workbooks, and multilingual books.  Program coordinators 
provide collections input to branch staff. Each branch provides 
access to flip charts, public-use computers and photocopier.  
Branches also provide access to a blackboard or whiteboard 
and other appropriate office supplies. 
 

Recognition, 
retention, and 
attrition 

As per the HPL volunteer policy, volunteers are to be 
recognized a minimum of once a year in an appropriate 
manner.  During Volunteer Week, tutors are recognized for 
their dedication and time commitment.  Program coordinators 
organize a social event which includes volunteer tutors, 
learners, branch staff, and management staff. 

Matching criteria The program coordinator will review both the tutor and learner 
application forms and following the interview and informal 
evaluation of each, will proceed to match individuals based on 
the experience of the program coordinator and on any 
preference criteria demonstrated by the tutors and the 
students. 

Recruitment Recruitment of volunteers is seen as an ongoing challenge.  
The library uses a mix of radio and newspaper advertising, 
neighborhood flyers, word of mouth, the HPL Web site, the 
library guide and a variety of small posters that are posted 
internally.  Depending on the location of the branch, volunteer 
ESL tutors are either employed or attend university. 
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Students 
Intake process  In order to be eligible for the program, ESL students must be 

permanent residents, Canadian citizens or refugee claimants.  
People who are in Canada on a visitor, student or work permit 
or spouse visa cannot attend the ESL program since it is 
funded only for those who are permanently immigrating to 
Canada.  
 
Learners also complete a Learner Profile form.  The form may 
be completed by the coordinator at the request of the student, 
or by the students themselves.  In either case, this form 
serves as an initial diagnostic tool to assess students.  After 
submitting their application form, the coordinator will follow up 
with a phone call or an in-person interview before the student 
is matched with a tutor.  This interview serves as a means to 
assess the language levels of students and their instructional 
needs, clarify learning goals, discuss the program and then 
proceed to match the learner with a tutor.     
 
As a means of providing information about the ESLA program, 
potential students are given an information sheet that outlines 
eligibility criteria; expectations for attendance; procedures to 
follow in cases of short- and long-term absences; protocols to 
follow regarding support materials provided during ESL 
sessions and student/tutor meetings that occur outside the 
normal weekly programming schedule. 
 
 

Target 
population 
characteristics 

 
The program is ideally suited to meet the needs of individuals 
whose English skills are minimal to non-existent.  Depending 
on the location of the program, the largest ethnic groups 
consist of Mandarin speakers, followed by Farsi, Korean, 
Spanish and Arabic speakers.  Less than three per cent of 
students are French, Bengal, Vietnamese, Amharic, 
Japanese, Greek, Cantonese, Portuguese, Hindi, Thai, Urdu, 
Tigrinya, Bulgarian, Albanian, Serbian, Turkish and 
Singhalese. 
 
Over 50 per cent of the program’s students are permanent 
residents, just under 20 per cent are Nova Scotia nominees, 
less than 15 per cent are Canadian citizens born outside of 
Canada, and the remainder are a mix of refugee claimants 
and Canadian citizens born inside Canada.  
 
Generally, learners seek ESL tutoring to expand employment 
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options, to pursue educational opportunities and/or to increase 
socialization with English speakers. 
 

Recruitment Learners tend to leave the program when they obtain 
employment, have educational demands or have to relocate, 
usually out of province for work-related reasons. 

Supports  Over the course of the 2006-2007 programming year, the 
ESLA program hosted several social events that provided an 
opportunity for intermingling among study groups.  These 
events served as a chance for extracurricular conversation 
among ESL tutors and learners and an important social 
networking opportunity.   
 
The program coordinator provides business cards to students 
as a reference in cases where students need to communicate 
with the program to inform them of their inability to attend or 
as a means to share general information or raise concerns. 
 

General 
Assessments 
[initial, ongoing 
and exit] 

The Halifax community is well served by more formal certified 
programs and to complement this offering, has elected to offer 
a less formal conversational program.  As result, there are no 
formal assessments to determine placement, nor are there 
formal ongoing and exit assessments, mainly due to the 
nature of the program.  In some cases, learners may provide a 
formal LINC assessment coming from either the Metro 
Immigrant Settlement Association or the Metro-Region 
Immigrant Language Services, linking student needs to the 
CLB. 
 
The vast majority or almost 95 per cent of learners reported 
having achieved some of their goals while in the program, 
while the same number report modest to significant 
improvements in English communication skills. 
 
Learners and tutors exit surveys are analyzed by the Regional 
Coordinator of ESL and Adult Literacy Programs for HPL. 

Length, location, 
frequency, 
specifics of 
student/tutor 
meetings 

Each branch will provide dedicated space for the delivery of 
literacy and ESL programs.  Branch staff will take into 
consideration factors such as learners’ anonymity, comfort 
levels, and appropriate learning environment. 
 
The number of student-tutor pairs at any given session is 
determined by the physical space available to accommodate 
them.  Overcrowding of rooms is avoided due to the excessive 
noise levels that ensue.  It takes approximately four to six 
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weeks to ramp up the program at the start of the program 
year.  Depending on the library branch location, two-hour 
morning, afternoon or evening sessions are offered. All 
sessions take place in programming spaces within the 
libraries, where program participants may access program 
resources as well as the HPL’s growing ESL collection. 
Individual branches determine the number of sessions and 
most appropriate times.  Typically, student-tutor pairs meet 
once a week, and may stay together for three months or 
several years.  Tutors may arrange to meet off-site if they 
wish, outside of the usual ESL sessions, however doing so is 
not considered to be part of the regular program and the 
library does not assume any liabilities.      
 

Instruction 
[content, 
materials, 
pacing] 

ESLA is based on learner-centred adult learning principles.  
To that end, no formal curriculum is established, but rather 
tutors and learners are encouraged to identify specific, 
practical, achievable goals to work on over the course of their 
participation.   

Outreach  In the interests of providing seamless access to relevant 
services for its students, and to remain visible as a partner in 
the delivery of ESL programming, the HPL maintains regular 
contact with the following organizations: 
 

 Bedford/Sackville Literacy Network 
 Dartmouth Literacy Network 
 Western HRM Community Learning Network 
 Eastern Shore-Musquodoboit Literacy Network 
 ESL Network(s) 
 Metro Immigration Settlement Association 
 Center for Diverse & Visible Cultures 
 Halifax Immigrant Learning Center 
 Metro ESL Association 
 Metro Region Association for Immigrant Language 

Services 
 Teaching English As A Second Language Centre, Saint 

Mary’s University 
 Multi-cultural Society of Nova Scotia 
 Black Educators Association 

 
Recommended 
materials and 
publishers, 
special 
resources, 
technologies 

Materials used to support ESL programs included books, 
software, workbooks and multilingual books.  The library also 
provides flip charts, white boards/chalkboards, and access to 
computer and photocopier. 
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3.7. Cégep de la Gaspésie et des Îles (FSL) - Québec 
 

Background 
 

A CEGEP is roughly equivalent to a college.  Courses at a CEGEP are 
offered in a variety of career-related disciplines that lead to a diploma.  The 
CEGEP is located in Gaspé, on the tip of the Gaspé Peninsula, a relatively 
isolated, rural area of Québec that up until recently has seen only a small 
influx of immigrants settling in its area.  The CEGEP in Gaspé offers tutoring 
programs to students who have made the conscious decision to attend a 
French-speaking institution with the intent of obtaining their credentials in a 
particular program area where French is the language of instruction.  As a 
result, the CEGEP offers FSL tutoring on an as-needed basis subsequent to 
the success of its international recruitment efforts to its programs.  In order to 
accommodate these students, one-on-one tutoring is provided to assist 
students in meeting the CEGEP’s language requirements to obtain their 
diploma.  Instructors will tailor the instruction according to their needs, and 
generally meet with their students on a regular weekly basis.   
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Overview 
Rationale for 
creating program 

The school had a small influx of foreign students which led 
to the creation of this program.  The CEGEP has 
historically offered FSL programming to its students, as 
there is an anglophone population base living in the 
surrounding area whose members attend the school.  
Most students attending the school have had some 
exposure to the French language, however immigrants 
tend to have been exposed to little or no French.  As a 
result, the existing FSL programming structure is not set 
up to accommodate students with such low levels of 
French.  Immigrants will attend some of these regular 
classes, but will receive one-on-one instruction as a 
complement to the regular FSL programming.  
 

Program 
goals/objectives 

The objectives of the FSL program are to enable students 
to meet the language requirements established by the 
CEGEP and deemed necessary to graduate.   
 

Instructional 
philosophy 

The FSL program is designed to provide students with the 
French skills they need in order to meet the CEGEP 
graduation requirements.  The school is focused on 
improving performance in order to eventually meet the 
challenges in their work environments.  The program 
focuses on modifying student behaviour.  The 
programming offered is student-centred in that instruction 
is designed so as to meet the specific needs of each 
student.  The pace and content are set by the students. 

Duties and 
responsibilities of 
staff 

Regular FSL classroom instructors are released from 
normal teaching duties to provide instruction in small-
group and one-on-one formats. 
 

Tutors 
Intake process – 
screening 
[qualifications], 
assessment criteria 

The CEGEP draws on its existing FSL teaching 
personnel.  These people have already undergone an 
intake process as rigorous as one would expect from any 
college-level institution.  

Tutor training  No training is generally provided as these instructors are 
already highly qualified individuals in their field. 

support – materials, 
libraries, 
supplementary 
workshops 

Instructors have the same access to all CEGEP materials 
as does the institution’s regular teaching personnel.  
French teachers are well equipped with dictionaries, 
computers, and everything else a CEGEP would be 
expected to have on hand. 

recognition, 
retention, attrition 

No special recognition programs are in place. 
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Matching criteria No specific matching criterion is used.  The CEGEP 
selects the individual it believes is capable of carrying out 
the tasks of the position. 

Recruitment The CEGEP recruits FSL teachers as demand for 
teaching staff fluctuates.   

Students 
Intake process – 
eligibility criteria; 
application, waiting 
list; initial 
assessment? 

Students need to be first and foremost eligible to attend 
the particular program they would like to follow at the 
CEGEP.  This process unfolds as it would at any college, 
where the admissions department examines student 
academic records and ensures that they meet Canadian 
standards.  Once admitted to a CEGEP program, their 
language is assessed and instruction is provided based 
on their needs. 

Who program 
targets - 
characteristics 

There are very few immigrants who settle in this region at 
the present moment.  To date, the students have come 
from the United States of America, Argentina, and 
Vietnam.  The linguistic needs of each student vary; some 
students require an emphasis on their reading and writing 
skills, while others demonstrate a need for improving their 
speaking and listening skills.  Typically, students are very 
motivated to learn French as a second language.  They 
have voluntarily and consciously made the decision to 
enroll in a program where the language of instruction is in 
French.  

Recruitment The CEGEP recruits students internationally and uses its 
programs as the basis for attracting students to its 
institution. 

Supports  Students are supported in a variety of ways, depending on 
their needs.  For example, students who have a low 
proficiency in speaking and listening will have a peer 
assigned to them.  A peer would be a fellow student taking 
many of the same classes as the immigrant student.  This 
helps to ensure that the students are well-organized and 
have a better understanding of what is expected of them 
in their classroom and institutional environments until such 
time as they can function more autonomously.  A local 
literacy service delivery organization offers classes 
focused on improving speaking and listening skills.  
Students will attend these sessions in order to supplement 
what is currently provided to them as regular FSL 
programming at the CEGEP.   

General 
Assessments – 
initial, ongoing and 
exit 

Once admitted to a CEGEP, students whose mother 
tongue is not French must demonstrate a certain 
proficiency in the French Language by the end of the 
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program in order to graduate.  An external organization 
will administer the TOEFL test and the Test de français 
international (TFI) to the students.  These tests are 
administered at the entry and exit points of the CEGEP 
program and are mainly used to determine whether 
linguistic standards are reached in order for the CEGEP to 
award a diploma at the end of the program.  Dawson 
College in Montréal created a diagnostic test that is used 
to assess a student’s language needs and to determine 
the areas in which an intervention is needed, be it 
speaking, writing, reading, or listening.  On an ongoing 
basis, FSL instructors will document the skill areas that 
need improvement, provide instruction in these areas, and 
give feedback to students regarding their progress.  In a 
student’s regular program courses, ten per cent of a 
student’s mark is awarded for the correct use of the 
French language and is graded by a student’s regular 
program instructors.  Student progress is monitored on an 
ongoing basis by the regular classroom teacher.  FSL 
instructors will periodically meet with their student’s 
regular program instructors to obtain feedback on their 
student’s progress in these classes. 

Length, frequency, 
peculiarities of 
student/tutor 
meetings, locations, 
resource 
requirements 

FSL instructors will examine their student’s timetables and 
set aside certain times during the week where both the 
instructors and students are available to meet.  Students 
will meet with the FSL tutor on an as-needed basis.  For 
example, students will generally not meet with their tutors 
during the first four weeks of school or until such time as 
written assignments are due and some form of assistance 
is required.  Students are not required to meet on a 
regular basis with their tutors, but only when it is needed. 

Type of instruction 
offered – content, 
materials used, 
pacing 

Instruction will vary according to the needs of the student.  
FSL instruction will be determined according to how 
instruction is delivered in the students’ regular program 
settings.  Some programs lend themselves to using 
assessments that are more objective in nature, such as 
multiple choice type tests, while other programs require 
students to prepare written reports.  For example, a 
student who prepares a report for a social studies 
program course will present his work assignment to his 
FSL tutor for correction.  Depending on the number and 
types of errors, the FSL instruction will focus on improving 
student performance and prioritize instruction based on 
the errors that have the most to least occurrence in the 
text. The focus of the FSL lessons will largely be driven by 
the content taught in the student’s regular program 
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classrooms.  The FSL instruction will focus on the 
particular subject matter taught in the regular program.   

Outreach – 
partnerships 

The CEGEP is currently working with a community-based 
literacy organization that will assist in enhancing the FSL 
programming that the CEGEP currently offers its students.  
This organization provides four to five hours a week of 
programming for each student that participates, either in a 
one-on-one format or in small groups.  In other cases, 
FSL instructors will recommend that students participate 
in social activities that are offered throughout the 
community in addition to their regular FSL instruction, in 
order to increase their contact time with native speakers of 
French. 

Recommended 
materials/publishers, 
special resources, 
technologies 

Instructors will refer their students to on-line resources in 
order to complement the instruction they receive in the 
FSL program.  Students are referred to sites that provide 
content in areas in which they need improvement. 
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3. PROGRAM DOCUMENTATION AT A GLANCE REVIEW 

 
All programs were asked to submit samples, electronic or hard copy, of their 
organization’s paperwork representing the work that they do. These documents 
are treated as evidence and grouped here into categories of ideal features.  
 
The collection of features used here have been gleaned and modified from three 
sources related to quality standards in language tutoring and as such are 
pertinent to the rigour of program design: 14 Best Practices of Quality LINC 
Programs (ca. 1996), Ontario Ministry of Training, Colleges and Universities 
Literacy and Basic Skills 18 Core Quality Standards (1998), Laubach Literacy 
Action Quality Standards for Volunteer Literacy Programs (1996). 
 
This section looks only at documentation received from LINC/ESL programs. As 
all but one program have governance structures embedded in much larger public 
organizations and the one community-based program operates with a volunteer 
board of directors, we deemed governance structures to be a feature outside the 
required scope of the review. 
 
Document evidence is presented with a number key to allow greater focus on the 
feature and less association with the individual program. The Program ID number 
key is in Column 2 in the table below as follows: 
 

1. English Language Tutoring for the Ottawa Community, LINC 
2. Frontier College 
3. Halifax Public Libraries 
4. Hamilton Public Library LINC 
5. Rural Delivery Program, LINC, NorQuest College 
6. Settlement Focused Adult ESL Instruction in Small Communities 

 
 
Feature ID Research Note 

1 Gentium Consulting. August 1991. Who Falls Through the 
Cracks? ELTOC subcommittee of access: Ottawa; waiting 
list 

2 n/a 
3 n/a 
4 Waiting list for the past five years 
5 n/a 
6 n/a 

Site study/ 
needs 
assessment 

7 n/a 
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1 From brochure:  “…committed to breaking the isolation and 
reaching out to adult newcomers who cannot attend 
regular English language classes…” 

2 “…reaching out and taking educational opportunities to 
marginalized people remains the mission of the College. 
…a large network of volunteers across Canada who help 
to develop the literacy skills of farm workers, prison 
inmates, street youth and homeless adults, children and 
families, peoples with disabilities, and anyone in need of 
basic literacy skills. Volunteer tutors also work with 
newcomers and immigrants to develop general English 
skills.” – from Conway, Shawn 1996.  The English as a 
Second Language Tutor’s Handbook, Frontier College 
Press: Toronto. P8. 

3 “…is committed to be the essential lifelong learning centre 
of our community, where people go for the discovery of 
ideas, the joy of reading, and the power of information.” 
(Source: Vision and mission statement 2002 in Adult 
Literacy and ESL Program Module) 

4 Objective of the LINC program “…is to provide English 
language instruction to eligible immigrants, to facilitate 
their social, cultural, economic and political integration into 
Canada.” (Source:  LINC contract proposal) 

5 From flyer - “NorQuest College provides learners with the 
highest standards of language training, academic 
upgrading and career programs. With daytime and evening 
classes, work experience opportunities and individualized 
learning plans, NorQuest gives students more options in 
achieving their goals.” 
Also - “Our mission is to deliver the most efficient training 
to bring students to their full potential in English and 
foundational academic skills so that they can realize their 
goals.” 
NorQuest has vision, mission, mandate and value 
statements in keeping with the above. 

6 Government press release October 5, 2007 

Mission 
statement/ 
value 
statement 

7 n/a 
 

1 n/a 
2 n/a 
3 n/a 
4 Funding proposal/contract describes next year activities. 
5 n/a 
6 n/a 

Strategic 
plan/ long 
range plan 

7 n/a 
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1 For learners – Multilingual (11 languages plus photo and 
graphic representation) pamphlet/flyer; Web site, phone, e-
mail address; two colour brochures with photos; 
testimonials from both learners and tutors; full-colour ; 
pamphlet for tutor recruitment photos/testimonials; 
student referral binder. ELTOC community building – 
ELTOC newsletter, AGM, Volunteer Appreciation Week, 
certificates of participation, seasons greeting cards, 
congratulations cards. 

2 Newspaper article; language experience testimonials in 
Writings from Families Learning Together 2002; program 
description information sheet; Families Learning Together 
information poster. 

3 Library flyer recruiting volunteer tutors and multilingual 
“welcome” in 12 languages flyer recruiting learners; section 
7/Promotion in Adult Literacy and ESL Program Module 
lists newsletters, Web site, newspapers, staying connected 
to local networks and agencies, booklists of collections to 
promote multilingual materials of interest to ESL clients, p. 
15 (also notes most effective promotion will be satisfied 
clients, well-trained staff and volunteers); free bi-monthly 
library guide/magazine. 

4 Provide tours of library Learning Centre and visits to 
service provider organizations. Chronic waiting list means 
not in a position to have to do outreach for student 
recruitment. For tutor recruitment, posters located at 
entrances to the 24 locations of the library, quarterly 
newsletter “What’s Happening” advertises for tutors and is 
also published in local newspaper. 

5 Flyer – for newcomers in Northern Alberta, Web site, toll-
free number. 

6 Government press release Oct. 5, 2007; advertisement on 
Internet; (Source: September 2006 to June 2007 Final 
ReportÀ) 

Marketing/ 
outreach/ 
recruitment 

7 n/a 
 

1 Standard memo/exit questionnaire to learner asking for 
feedback on tutoring and program; 
Standard exit interview questionnaire for volunteers asking 
how long at ELTOC, why leaving, if reference needed, 
what was good/bad, enough recognition, what should 
change. 

Evaluation 

2 Tutor/Learner Feedback Form collects learning activities 
worked on, where progress made, where needs to 
continue improving, what additional support would have 
been helpful, other comments.  
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3 Standard questionnaires for volunteer tutor and for ESL 
adult learner; forms may be submitted anonymously;  
collect ratings and database information by age group, 
gender, library site and postal code;  Web site hit traffic 
counted on Volunteer Opportunities page - increase of 70 
per cent from November ‘06 to January ’07.  Section 8 of 
Adult Literacy and ESL Program Module sets out 
evaluation process: “Examine number of registrants, 
volunteer tutors, schedules, success of promotions and 
alignment to regional priorities…” p. 15 

4 Uses program funding proposal and reporting as program 
evaluation; program also encourages and collects written 
testimonials from students. 

5 Rural Delivery Program at a glance sheet records site 
details, visits to site and enrolment details - unclear 
regarding client satisfaction input. 

6 Formal program performance evaluation conducted Winter 
2006-07 by Ministry of Attorney General - evaluated on 
cost-effectiveness, number of students, number of hours of 
instruction, positive evaluation results - noted viable 
alternative in communities where classroom instruction can 
not be sustained.  Tutor questionnaire probes for rating of 
program support, initial training, progress, challenges; 
learner questionnaire probes for effectiveness, progress, 
good resources, increased understanding of Canadian 
culture, program supports. 

7 n/a 
 

1 ADDIE approach from BC handbook, student profile is 
individualized to learner interests 

2 Guiding principles of adult learning – trust and respect, 
learning must be relevant to learner’s life, learner involved 
in planning, positive reinforcement and emotionally 
comfortable environment, focus on learner’s strengths. 
(Source: The ESL Tutor’s Handbook., p. 9) 

3 Learner-centred: Learners and tutors are encouraged to 
develop realistic, practical goals that they can achieve 
through various language practice activities. – (Source: 
Final Report, 2006-2007, p. 9.) 

4 Learning theory is based on individual 
needs/communicative approach – learning is cooperative, 
language learned is relevant to learner’s interests and 
needs, learner actively engaged, differences 
accommodated, affective barriers addressed.  

Educational 
approach 
statement 

5 From Anderson, Lorene and Seabrook de Vargas, Dawn. 
2003. ESL Resource Package for Alberta Communities, 
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2003, Bow Valley College: Calgary (ERPAC). “Good 
practice respects the unique talents and diverse ways of 
learning of each learner” (p. 2); must be relevant – 
“…content and delivery should increase the learners’ 
ability to transfer learning to all aspects of their lives – at 
home, at school, in the community, and at work.” (p.3) 

6 From Nurse, Maureen. 1998. Volunteer ESL Tutor 
Handbook, Vancouver Community College: Vancouver (p 
9). “Current language teaching emphasizes the importance 
of staying learner-centred and planning for the whole 
person whose needs are not just for language but 
psychological and personal as well. Tutoring one-to-one is 
an optimal situation to respond to the factors that affect 
adult ESL learning.”  

7 n/a 
 

1 LINC curriculum; BC handbook 
2 A Toolbox for ESL Tutors 2002 includes thematic 

materials on finding work, the library and reading with your 
children, transit system, Canada, banking, using the 
telephone. 

3 Focus on conversational English from the Adult Literacy 
and ESL Program Module (p6); ESL for Adults Volunteer 
Tutor Orientation Kit lists various resources to promote 
speaking and listening skills associated with basic survival 
themes such as getting directions, answering phone calls, 
understanding weather reports and more. 

4 LINC Curriculum Guidelines 2000, levels three to eight; 
On Target Benchmarks one to eight. 

5 LINC classroom activities; English Express - a free 
newspaper for adult learners from Alberta Advanced 
Education and Technology.  Book orders include Heinle 
Picture Dictionary, Grammar Connections, ESL Literacy - 
Longman, Laubach Way to Reading, Side by Side, Action 
English Pictures.  

6 LINC curriculum; The Westcoast Reader, a newspaper for 
adult learners (with Teachers’ Notes); CLB-referenced 
activities and Vancouver Community College developed 
booklets. 

Curriculum 
design/content 

7 n/a 
 

1 ELTOC Education Counsellor Orientation Binder: eligibility 
(must be 18 or older, permanent resident and have valid 
reason for being unable to attend LINC classes), student 
assessment. 

Learner 
intake 
protocol/ 
eligibility 

2 Learner information form collects usual data – gender, age 
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group, country of origin, status, how long in Canada, job or 
profession before entering Canada, childcare needs, 
nearest main intersection, English language self-
assessment, reading/speaking/writing very little? Some? A 
lot?; ESL or LINC history, schooling history in English. 

3 Learner application form collects usual data plus 
immigration status, language information, CLB level and 
education history, where applicant heard about program.  
Form includes confidentiality agreement to sign.  Eligible 
are Canadian citizens, permanent residents, refugees, and 
refugee claimants as required by funder (Source: Nova 
Scotia Office of Immigration). 

4 Learner application form includes student number and start 
date, CLB and LINC levels, availability, needs 
identification, interests, a student agreement to meet 
regularly with tutor, to inform ESL supervisor if not 
continuing or if having difficulty contacting tutor; and tutors 
must inform ESL supervisor when students receive 
Canadian citizenship, student and supervisor signatures 
and bolded note that “Students and tutors must meet at the 
library or other public place.” 

5 LINC eligibility 
6 Two learner application forms – one collects usual data, 

age group, availability, interests and needs, tutor 
preferences, method of transportation, how found out 
about program; the second is a Ministry of Advanced 
Education application form collecting client immigration ID, 
status, province of landing, date of arrival, schooling 
history, consent form; eligibility requirements is 17 years or 
older, permanent resident, be at language level between 
literacy and CLB six. 

7 n/a 
 

1 In ELTOC Education Counsellor Orientation binder. 
2 Screening methods: application form, orientation, 

interview. 
3 Volunteer application form collects usual data plus 

information about where the volunteer heard about 
program.  Form includes confidentiality agreement to sign; 
tutors must have a criminal record check within four weeks 
of starting as an ESL tutor. 

4 Tutor application form, orientation session, and screened 
out at occurrence of any spelling or grammar errors made 
by volunteer. 

Volunteer 
intake 
protocol/ 
eligibility 

5 Qualifications: B. Ed. preferred or equivalent other 
undergraduate degree with ESL experience, experience 
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working with adult second-language learners as well as 
different cultural groups. A very good understanding of the 
English language is required.  Must be able to work with 
individuals on a one-on-one basis as well as in small multi-
level groups (Source: job posting March 2006). 

6 Tutor application collects usual data, age grouping, 
gender, medical conditions, subject comfort zone, how 
learned of program, whether or not applicant is willing to 
take 18-hour training course and make a six-month 
commitment to tutor and become member of the program; 
also asks for one reference (a Volunteer Tutor reference 
check questionnaire is conducted with referee); liability 
waiver and confidentiality agreement must be signed. A 
tutor agreement listing eight obligations and conditions of 
tutoring (planned schedule, be on time, have lesson 
prepared, notify in case of changes, missed meetings by 
learner or by tutor can mean cancellation, if using meeting 
place not on site must notify coordinator, will keep track of 
all preparation and contact hours and report them 
monthly).  A criminal record check is required for 
volunteers. 

7 n/a 
 

1 Twelve-hour workshop delivered over four evenings to all 
new tutors – covers all basics of program orientation, 
orientation to tutoring, cross-cultural awareness, language 
needs grid, sample lessons, lesson planning, language 
experience approach, tips for tutoring in listening, 
speaking, reading, writing, available materials in library; all 
tutors provided with  House, Jennifer 1988. A Guide for 
Tutoring Adult ESL Students, British Columbia Ministry of 
Advanced Education: Victoria.  

2 Generally based on The ESL Tutor’s Handbook; at Frontier 
College, Domestic Workers Association (DWA) program 
on west coast offers six-hour tutor training including 
orientation to the DWA and caregivers’ situations and 
needs. 

3 ESL for Adults Volunteer Tutor Orientation Kit – a 42-page 
booklet with orientation information, ESL basics with 
cultural awareness and tutoring tips and resources for 
speaking/listening/reading/writing, lesson planning and 
recommended resources; a group session or one-to-one 
meeting with program coordinator, possible observation 
with another group in session, no time frame. 

Tutor training 

4 Two-hour orientation workshop to give tutors basic 
information about LINC assessment, overview of CLB, 
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intake and matching process, tutor obligations and 
commitments, information about Learning Centre 
resources. Orientation is also used as a screening-out tool 
of unsuitable tutors. Stress tutor’s role as mentor as much 
as that of a teacher.  Offer information on pronunciation, 
vocabulary, writing in an additional hour that is spent with 
tutor prior to meeting student. A Tutor Orientation Kit is a 
compilation of handouts on CLB, sample testing tasks, 
useful Web sites, basic English pronunciation, teaching 
sound system, teaching listening skills, booklist, 
expectations and lesson report sample. 

5 Tutor Orientation handout covers tutoring strategies, CLB 
themes and tutor responsibilities. 

6 Vancouver Community College (VCC) ESL Tutor Training 
Manual for the Province of British Columbia, 12 hours (four 
sessions, three hours each), training follows Homefront 
Tutor Training Handbook covering learning a new 
language, the adult learner, new culture, needs 
assessment, lesson planning, basic tutoring techniques, 
interactive activities, beginner and intermediate lessons, a 
one-hour tutoring practicum, orientation to program and 
matching to learners, many resources and CLB Can-Do 
statements and levelled learning activities, plus 24 VCC 
developed booklets appropriate to level on Basic 
Sentences, Basic Tenses, Healthy Lifestyle, Numbers, 
Picture Stories: Health, Picture Stories: Shopping, 
Phonics: Consonants, Phonics: Vowels, School Pack: 
Parent-Teacher Interviews, School Pack: Telephoning 
Your Child’s Teacher, Using Authentic Materials and more. 

7 n/a 
 

1 LINC assessment; student profile developed with basic 
information plus background information, language skills 
and needs assessment, detailed learner interests in 
speaking/listening/reading/writing and suggested materials 
and techniques to use. 

2 No formal assessment. Individual needs/interests –“What 
Do You Want to Learn about using English?” form with 
checklist of topics such as using English at work, finding a 
place to live, reading to children, using a computer, getting 
a driver’s licence, getting to know Toronto better, banking 
and more, plus a writing sample on “What did you do 
yesterday?” 

Learner 
assessment 

3 No formal intake assessment; Tutors are required to keep 
learning logs for each session and submit them to 
coordinator for monitoring learning activities and learner 
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progress. 
4 LINC assessment. 
5 CLBPT Assessment 
6 CLB level six or lower; ERPAC initial placement tool; CLB 

Literacy Placement Tool Foundation and Phase One; On 
Target Stage One and Stage Two assessment tasks 
referenced to CLB. 

7 n/a 
 
 

1 In ELTOC Education Counsellor Orientation binder – The 
Matching Process 

2 Tutors not matched to a specific student but act as tutor in 
a supervised group situation and do not always have same 
student. 

3 ESLA program coordinator initiates learner-tutor match-up 
and makes adjustments as necessary.  (Source: Adult 
Literacy and ESL Program Module,  p.18) 

4 By interests, availability, first meeting is part of the Tutor 
Orientation Agenda. 

5 Often limited by availability in rural/remote community. 
6 Tutor application verifies tutor preferences, scheduling; 

Volunteer Tutor Application  matched with Learner 
Application; policy documents provide clear descriptions of 
policy-reason-procedure. 

Learner-tutor 
pair matching 
protocol 

7 n/a 
 
 

1 Monthly progress report; attendance put into Automated 
Reservation System (ARS); memos to tutor and to student-
tutor pair following a counsellor visit (sitting in on a lesson) 
with a critique, positive comments, description of content 
and comments and suggestions for future lessons plus 
reinforcement of the tutor-counsellor connection for 
support. 

2 Tutor/Learner Meeting Log collects lesson description, 
skills developed/needs identified, materials used, and 
goals for next meeting. 

3 Each of six library branches reports monthly 
attendance/statistics information and this is loaded into a 
single database, tracks number of clients that are ineligible 
but seeking ESL help. 

4 Each lesson requires a Lesson Report including a brief 
outline of the content of each lesson; the report is turned in 
to the Learning Centre at the end of each month. 

Pair 
monitoring/ 
accountability 

5 Monthly progress report; central tracking card with CLB 
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levels. 
6 Coordinator maintains regular contact. (Source: Sept ’06 to 

June ‘07 Final Report) 
7 n/a 

 
1 ELTOC newsletter; social gatherings at program office 

(Source: interview) 
2 Last Thursday of each month set aside for group activities 

- conversation, reading and discussion, games, guest 
speakers. (Source: Program Activities and Events FLT 
2007-08. 

3 Up to three social events for recognition and celebration of 
achievements.  (Source: Adult Literacy and ESL Program 
Module, p. 29). 

4 Field trips on individual basis - to market, bank, 
department stores. 

5 Mini-field trips, nature walks encouraged - tutor and learner 
go to grocery store, library, walk. (Source: Rural Delivery 
Program Tutor Orientation Handout, p. 3) 

6 Learners invited to weekly group sessions such as field 
trips, guest speakers, cooking classes, Pizza Party. 
(Source: September ’06 to June ‘07 Final Report) 

Learner 
development 
opportunities 

7 n/a 
 

1 List of eight workshops delivered as ongoing pd (e.g. 
teaching pronunciation, using authentic materials, 
Ramadan Q & A) 

2 Last Thursday of each month set aside for group activities, 
conversation, reading and discussion, games, guest 
speakers. (Source: Program Activities and Events FLT 
2007-08) Group sessions to establish learning goals and 
possible learning activities and related materials.  (Source: 
Learning Goals and Activities form) 

3 Up to three social events for recognition and celebration of 
achievements.  (Source:  Adult Literacy and ESL Program 
Module, p. 29) 

4 Social events - potluck and appreciation evening; library 
offers variety of resources and programs available to 
tutors. 

5 ESL Rural Routes newsletter containing teaching tips and 
techniques, workshop announcements, suggested 
resources. 

6 Tutors invited to monthly enrichment meetings; group 
sessions on lesson planning (Source: September ’06 to 
June ‘07 Final Report) 

Tutor 
development 
opportunities 

7 n/a 
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4.    DISCUSSION OF THE FINDINGS AND RECOMMENDATIONS 

4.1. Discussion of the Findings 
 
In this section we discuss program characteristics as an overall synthesis of 
interview and document review findings. We identify program similarities and 
differences and collect these into emerging themes and challenges. 

 
This paper reviews six ESL and one FSL tutoring programs in Canada. The 
programs reviewed are in ESL: English Language Tutoring for the Ottawa 
Community (ELTOC), Ontario; Frontier College, Toronto; Halifax Public Libraries 
ESL for Adults (ESLA), Nova Scotia; Hamilton Public Library, Ontario; Rural 
Delivery Program (RDP) NorQuest College, Alberta; Settlement Focused Adult 
ESL Instruction in Small Communities Program, British Columbia; and in FSL: 
the Cégep de la Gaspésie et des Îles, Gaspé, Québec. 

 
We turn now to the findings. 

 
 
Origins 
 
With the exception of Frontier College whose origins go back to 1899, the ESL 
tutoring programs reviewed were launched within the last 18 years to meet 
growing needs in immigrant language training. The FSL site reviewed in Gaspé 
began very recently in August 2007 and is still in the process of being designed 
with a project resource person who is on special assignment. 
 
 
Development Rationales 
 
All programs operate with the aim of helping newcomers to Canada with 
language training opportunities. Most programs experienced evolutions related to 
adult literacy tutoring services which have been expanded, restructured or used 
as a model launch pad to offering ESL tutoring. 

 
In BC, for example, the current ESL tutoring program was launched in the Fall of 
2006 but had its roots in another 2005 ESL program which itself had grown from 
an adult literacy tutoring program started in 1990. In Gaspé the CEGEP 
recognized a number of immigrant students unable to access the language level 
of delivery in its classes and began its recent FSL tutoring venture.  ELTOC in 
Ottawa is the product of a 1991 site study which revealed both a large number of 
immigrants not accessing local language training opportunities which are 
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classroom-based and a backlog of requests for service by ESL learners at the 
local adult literacy program. Similarly, the FSL program worked closely with its 
local adult literacy program as it ventured into FSL for immigrant learners.  
 
 
Service goals reflect community 

 
All programs offer ESL tutoring to adults but their goals within this broad scope 
are nuanced and reflect the communities they serve. Even within single 
organizations, Frontier College notes, each service location tends to develop its 
own flavour and distinctiveness. In Ottawa, the learners are mostly new mothers, 
seniors and caregivers who are simply unable to get away from home to attend 
LINC/ESL classes so this program facilitates learning and language goals in the 
short term until the learner is able to get to the class. In Nova Scotia the focus is 
on improving conversational English skills and helping immigrants learn about 
their community with an eye to retention. This program sees itself as a “welcome 
and introduction to Nova Scotia.”  The Hamilton library also focuses on everyday 
informal Canadian English since the majority of their learners have strong 
educational backgrounds and are able to handle many of the demands of written 
English and some formal oral English but have little or no experience with native 
Canadian speaking and listening. The remote and rural nature of the northern 
Alberta program and a full-employment economy has this program focusing on 
Pre-LINC and LINC levels one to three to bring immigrants to a basic functional 
level, particularly in speaking and listening. 
 
 
Community-building 

 
Whether remote rural or urban, all programs demonstrate an intense sensitivity to 
community-building and community awareness. Sharing their sense of 
community with immigrants and helping immigrants learn language to navigate 
and understand their new community is clearly a driving force. To this end most 
programs recognize the need for programming opportunities and practices that 
are larger, social, and outside of the tutor-learner pair. They offer workshops with 
potluck meals. They have complementary small group meetings on learner-
driven topics to promote discussion and socialization, and to develop language 
and friendships. They publish newsletters with learners’ writings and tips for 
tutors. They bring in guest speakers, organize group projects and offer ESL 
cafés. They promote field trips. They send congratulatory greeting cards on 
birthdays and other significant events.  In one program’s words, “It’s all about 
creating community.” 

 
Another program said: “Frequently ESL learners describe the program as being 
similar to an extended family where they are supported and accepted.  Learners 
and tutors both learn from one another.  They also value the opportunity to 
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expand their knowledge about various cultures and lifestyles in a supportive, 
relaxed environment.” 

 
Parallel programming can be attractive to adult ESL learners and the social 
sense of community. Most programs promote complementary small group 
activities, events that include food or are built around topics of group interest. 
The Halifax library cites its other programs as helping with the welcoming 
environment - “People will come back with their children…” so they can access 
programming at the same time. 

 
Being quite sensitive to community reveals some challenges for programs, 
however. One program noted that seasonal labour in an agricultural area meant 
waiting until after the October harvest to match tutors and learners. It is important 
to offer service in ways that the community will accept and welcome. In remote 
and rural areas, programs do not want to be perceived as the “urban” developer; 
their attitude is not “we have the answers” but rather “what can you teach us” 
about your community in order to establish trust.  
 
 
School year 

 
Most programs are modelled on the school-year calendar and offer services 
from September to June.  Programs cite the school-year time frame as working 
best because of availability of learners and tutors and because staff needs 
the change of pace. Only ELTOC and the Hamilton library program offer 
service year-round. Hamilton’s year-round service is based on unusually high 
demand and need as the program has had a significant waiting list for the 
past five years. 
 
 
Varied Structures 

 
The structures of the programs are varied. Four operate closely with community 
colleges, two operate within public library systems; one is community-based. We 
determined the governance structure of these organizations to be outside the 
focus of the review and clearly the majority operate within well-established public 
models/infrastructures and the community-based program works with an 
executive director and volunteer board of directors, also a well-established 
model.    
 
 
Approach to Delivery 

 
All programs promote and use a student-centred individualized approach realized 
in one-to-one learning situations by tutors. This individualization is a tremendous 
strength.  
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Highly individualized learning plans provide curriculum content that is meaningful 
and immediately useful to the learner.  While most programs follow LINC 
curriculum guidelines, individualization means using authentic materials such as 
the learner’s phone bill or a local grocery store flyer or a child’s report card. 

 
Individualized delivery provides the best pace, for the learner and the tutor can 
adapt as they go; they are able to quicken or slow the pace as needed for the 
best learning possible. In the tutor-learner pair there is immediate feedback - the 
learner is comfortable and able to query and the tutor is able to correct or explain 
on the spot. Two people working towards a common goal in a respectful, safe 
learning environment is a rich and powerful formula for successful outcomes.  

 
Many program staff members mention the negotiation between learner and tutor, 
the shared learning, the building of confidence, and teaching to what the learner 
wants and needs as critical keys to achievement.   
 
 
Intake to exit for learners and tutors 
 
The operational flow-through of all programs reviewed is markedly similar. 
 
For learners: 

 Recruitment is largely by word of mouth, through other agency referrals 
and self-referral. 

 Intake protocols involve a learner application and screening for suitability 
and eligibility. 

 Language level assessment is conducted, formal or informal. 
 Matching protocol includes identifying individual learner’s preferences re: 

geography (distance to learning site), available schedule, age group of 
tutor, gender, and training needs. 

 Learner inputs to training goals towards development of training plan. 
 Initial matching meeting, monitored by program staff. 
 Pair meets minimum once a week for two to three hours. 
 Ongoing monitoring by program staff. 
 Learner exits program because language goal has been achieved (ready 

for independence or work or further training e.g. a LINC class) or due to 
life circumstance such as finding work. 

 Learner inputs to exit questionnaire. 
 
For tutors: 

 Recruitment is through flyers, community bulletins, advertising, and by 
word-of-mouth. 

 Intake involves an application and screening, including criminal record 
check, and a minimum six-month commitment to program. 

 Initial interview is followed by basic training. 
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 Matching protocol includes identifying individual tutor’s preferences re: 
geography, available schedule, age group of learner, gender, language 
level comfort zone. 

 Tutor receives training profile information for individual learner from 
program. 

 Initial matching meeting monitored by program staff. 
 Pair meets at minimum once a week for two to three hours. 
 Ongoing monitoring by program staff. 
 Tutor plans lessons and delivers individualized content to learner. 
 Tutor submits progress reports regarding both how the match is working 

and on progress and attendance. 
 Tutor attends upgrading workshops for ongoing support and development. 
 Learner exits as graduate/goal achieved or due to life circumstances. 
 Tutor provides input to program for evaluation purposes. 
 Tutor exits due to life circumstance/goal achieved or tutor requests to 

move on to another learner and cycle restarts. 
 
Within this broad operational flow, however, there are some features that appear 
unique and deserve mention. In the remote and rural program of northern Alberta 
and the Gaspé program, the tutors are paid an hourly wage whereas all other 
programs operate with volunteer tutors.  It is the very remoteness and sparsity of 
population that necessitates payment, the Alberta program notes, since paying a 
wage provides more stability - “Volunteer tutors in this setting are a revolving 
door.”  Sometimes in a remote community the program is unable to find people to 
take on the tutoring task and payment is a drawing card.  Similarly with respect to 
remoteness and matching tutors, this program is often faced with availability 
versus compatibility issues.  For the same reason, this program tackles the 
challenge of developing community capacity for future delivery.  The established 
college infrastructure helps in this regard as does working closely with local 
community partners, especially the adult literacy networks. 
 
 
Recruitment of tutors and learners/marketing 

 
Programs use a range of recruitment tools including flyers, brochures, 
testimonials, inter-agency referral, bulletin boards, newsletters and Web sites but 
all note that word of mouth is still by far the best recruitment tool. Recently the 
Halifax library secured some additional funding to run a radio ad campaign which 
they felt was successful. In British Columbia, agencies host a community “sign-
up day” in which all promote their volunteer openings and the event usually 
brings in tutor applications. This program also promotes itself via local employers 
such as hotels who regularly hire immigrants. 
 
 



Second Language Tutoring Programs: An Inquiry Into Best Practices Final Report 
 

Leisure Learn Ltd.    73 
February 29. 2008 

Effective tutors 
 

All programs agree on the qualities of an effective tutor.  Some ask for specific 
qualifications but in general it is a set of personal qualities that they look for. 
 
Enthusiasm, excellent communication skills, good listening skills, patience, 
interest in meeting new people, interest in different cultures, compassion, 
flexibility, reliability, respectful of confidentiality, non-judgmental, and experience 
working with adults are all qualities the programs look for in tutor applicants.  As 
much as possible, programs seek out tutors who are native speakers of English.  
A decent command of English is usually required, however the Halifax library, 
which focuses on conversation goals, says that given the right set of personal 
qualities they are usually able to find a role for a volunteer whose English literacy 
is limited but who can effectively mentor a newcomer and provide a model as a 
native speaker of Canadian English.   

 
Programs note they screen out potential tutors who demonstrate any 
preconceptions or embedded stereotypes with respect to culture, socio-economic 
status or judgments about lack of education. 

 
Program staff, it should be noted, becomes experienced judges of what makes a 
good tutor.  While not a quantifiable type of expertise, it is clear that those who 
work in domains where communication other than the standard written or spoken 
English is a daily operational requirement gain a particular and insightful skill set 
that is of interest both to research and ESL professionals. 
 
 
Matching tutors and learners 

 
Both tutors and learners come from all walks of life so the task of making a 
compatible match is based on basic triangulation and preferences.  With few 
exceptions, programs seek out tutor and learner preferences with proximity and 
available schedule being the primary criteria followed by gender, age group, 
political incompatibility issues (such as nations known to be at war), and level of 
English required.  They also look at similar interests or hobbies, health-related 
issues such as allergies to pets or smoking, and whether or not there are children 
to set the scene for a well-matched pair. 

 
As noted earlier, remote programs may face availability versus compatibility 
issues.  Urban programs, too, can face dissonance because of what is 
considered a reasonable travel distance from work or home.  The Ottawa 
program said, “Areas that have a high number of potential tutors may not have 
any students in a reasonable distance and vice versa.” 

 
In its Toronto-based programs, Frontier College does not literally match one 
learner with one tutor. At scheduled times during the week, tutors and learners 



Second Language Tutoring Programs: An Inquiry Into Best Practices Final Report 
 

Leisure Learn Ltd.    74 
February 29. 2008 

gather to work one-on-one but not always as the same pair.  Continuity is kept 
through monitoring by an on-site staff resource person. The program providers 
feel the model promotes resilience through the experience for tutors, working 
with multiple learners and for learners, working with multiple tutors. 
 
 
Tutor training 

 
Programs have differing views on what constitutes tutor training, ranging from a 
very structured mandatory 12 hours of training to simply releasing a qualified 
instructor from another program to provide service to the second language 
learning immigrant.   
 
Training modules used generally agree on content.  They contain information on 
program orientation, student-centred approach, principles of teaching adults, 
cultural awareness, techniques of tutoring, use of authentic materials, basic ESL 
knowledge, introduction to CLB, lesson planning and program reporting needs.  

 
How the training is delivered and for how long reveals marked differences.  The 
Hamilton library offers a two-hour orientation and made a decision to make the 
balance of training less formal in approach.  A learner-centred package is 
developed with specific instructional resources and the tutor is walked through 
the package prior to meeting the learner.  Training as such is on demand and as 
needed on location at the library.  

 
Most programs set training at about six hours.  One program includes a site visit 
for the tutor to see where they will be meeting the learner and to meet staff.  One 
program includes one tutoring session practicum as part of their training, a 
unique feature. 

 
Programs state the importance of impressing upon tutors the difference between 
language training and settlement work.  Tutors have a real wish to help their 
learners and this sometimes leads to the blurring of lines between lesson content 
and the moment to refer to a settlement worker.  Program staff and trainers are 
quick to underline the need to refer to appropriate agencies and to contact the 
program when in doubt. 
 

 
In all cases, those working as volunteers or staff are screened through reference 
checks and criminal record checks.  Most programs also note that applications, 
interviews, and tutor training are processes that allow program staff to note any 
lack of flexibility or immovable perceptions about those from other cultures or 
differing socio-economic groups, undesirable traits in potential tutors; applicants 
demonstrating those undesirable traits are either turned away or redirected.  
Tutors in these second language programs across Canada come from all walks 
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of life and are forged more by volition and goodwill to the community and others, 
programs note. 
 
 
Location of tutoring session 

 
Programs are markedly divided on where tutoring should be conducted.  The 
majority of programs offer programming at their service office location (or satellite 
office) only and cite both insurance and monitoring issues as reasons.  Frontier’s 
Toronto program used to allow tutor-learner pairs to meet where they agreed to 
meet but the program stated “no real controls, can’t monitor…don’t do that model 
any more”. Frontier’s tutoring for domestic workers in British Columbia, however, 
provides tutoring services to people who are housebound.  Ottawa’s program 
exists to serve housebound persons so home is the ideal meeting place.  Their 
counsellors, however, do conduct a home visit for screening purposes before any 
tutoring takes place and there is considerable monitoring.  Any location, any 
space at all can be a challenge for the program in remote northern Alberta where 
the only choice may be the learner or tutor’s home, but “the tutor must have a 
comfort zone”.  
 
 
The adult ESL Learners served 

 
While programs serve newcomers from multiple nations and cultures, mandates 
and international migration meet in the population served by each program. 
Ottawa, for example, whose mandate is to serve those learners unable to attend 
a LINC class, has a client base that is 95 per cent female learners, new mothers 
and/or family caregivers.  Hamilton serves primarily Mandarin-speaking, 
educated immigrants (71 per cent), many of whom have had some schooling in 
reading and writing English but have significant speaking and listening needs.  
This program has noticed that Mandarin and Korean speakers want listening and 
speaking in everyday informal English while Arabic and Spanish speakers want 
more writing skills.  Strong employment economies in the West see programs 
serving immigrants from Russia, Germany, Switzerland, Korea, China, Japan, 
and India, and programs note that frequent relocation is a challenge.  The Halifax 
program serves immigrants representing forty-two different languages but the 
largest percentages are speakers of Chinese, Korean, Farsi, and Arabic who 
need everyday informal Canadian English speaking and listening skills. 
 
 
Curriculum and resources 

 
All ESL programs reviewed use the LINC Curriculum Guidelines which include 
familiarity with CLB levelled tasks and the CLB mini-posters. Alberta and British 
Columbia each have an adult learner plain language newspaper and the Alberta 
program uses a core book, “A Year in the life of an ESL student,” (mentioned but 
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not in program documents).  Many programs use the Oxford and Heinle Picture 
Dictionaries.  Other commonly referred-to print resource materials include works 
primarily from the following publishers: Cambridge, Heinle, Longman, New 
Readers, Oxford, and Prentice Hall.  

 
Program resources and references include lengthy lists of useful Web sites and 
note the use of e-mail and Internet to find ESL material and increase language 
skills. .It is striking, however, that in terms of technological resources programs 
note the use of audiocassette materials, books on tape and audiocassette 
recording machines as part of the package that is provided to tutors.  In fact 
CLBPT formal assessment kits use audiocassettes during the listening segment 
of the assessment.  Packages to tutor-learner pairs can include audiocassette 
players and cassettes, CDs, mini-white boards and markers so it is clear that 
low-tech is alive and well in ESL programming, although one program noted 
information technology professional development training was sorely needed for 
its staff.  Finally, most programs noted using plain language materials developed 
for adult literacy learners.  

 
Individualization ranks high for programs and means wide use of authentic 
materials where customization is a routine requirement to meet survival needs, 
social English, and the complex range of practical information that newcomers 
can best put to immediate use.  Programs, it should be noted, have recognized 
the need for customization by creating large numbers of self-developed modules 
and booklets which address real immediate life topics such as banking, taking 
the bus, and renting an apartment.  Similarly LINC Curriculum Guidelines offer 
such topics as housing, banking and Canadian culture with an expectation that 
these will be further made meaningful through the inclusion of local authentic 
materials to meet individualization needs.  In northern Alberta, the program which 
serves pre-LINC to LINC 3 learners noted a need for “whole new task-based 
modules with little grammar, mostly speaking and listening with reading and 
writing used to complement speaking and listening activities.”  Programs agree 
with the Alberta program statement that “individualization leads to prompt 
achievement of some immediate outcomes.” 
 
  
Learner Assessment  

 
Initial assessment varies markedly from program to program. The Halifax and 
Toronto programs no longer run a formal assessment and intake is driven by the 
learners’ interests, needs, and wants while in British Columbia the intake is a 
funder-required element and includes the CLBPT.  Most programs recognize the 
CLB (or LINC) and a need for a learner needs assessment which may be done 
formally or in a narrative format.  NorQuest, serving a huge remote territory, has 
a temporary ESL level assessment to use in case there will be a long wait time 
before the CLBPT can be done. 
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Ongoing learner assessment is generally informal and is demonstrated in a 
variety of ways as learners check against their goals, keep a binder of work to 
show progress or portfolio their work, and tutors contribute through monthly 
reporting and lesson logs that document content and progress.  CLB “Can Do” 
checklists and mini-posters and On Target CLB aligned tasks are frequently used 
to rate ongoing progress.  As one program noted, it is the ongoing “review of 
student files to see if ready to move up a benchmark”. 

 
Exit assessment of learner progress is murky and the exit milestone is generally 
geared more towards program evaluation as a means to rate satisfaction.  
Programs speak of “building confidence” and “learner goals achieved” rather than 
language level attained at exit.  In situations of continuous intake, there is also 
the challenge of continuous exit when a learner finds a job, moves, or exits for 
personal or family reasons and can be assessed only through whatever 
information the program file demonstrates.  While an exit to employment may be 
an indicator of increased English language capacity, there is little formal 
demonstration. 
 
 
Frequency and duration of tutoring sessions 

 
Most programs have a minimum expectation of at least two hours once a week 
for a tutoring session. Most also note this is a slim expectation but cite time 
constraints of both tutors and learners as a challenge.  Most programs also 
recommend another session in a small group or a social activity to complement 
the tutorial.  The British Columbia program insists on the small group piece.  
Hamilton requires four hours per week as two two-hour sessions.  All programs 
note that the time commitment is not adequate for newcomers with limited 
literacy or very limited English speakers such as less than CLB 3. 
 
 
Evaluation 

 
While there are many forms of ongoing program evaluation, only the British 
Columbia program demonstrated a formal program evaluation by an outside 
consultant. 

 
The majority collect program evaluations from tutors and learners at milestone 
moments such as at exit.  One program noted using the proposal writing and 
reporting to funders as useful milestone evaluation times during which limitations 
or challenges can be underlined as well as successes elaborated.  Internal 
collection mechanisms such as monthly tutor reports, learning plans, and regular 
staff contact with tutors and learners provide an ongoing evaluative process. 
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Cost-effectiveness 
 
Only two programs provided financial data but even with this data, securing a 
real picture of cost-effectiveness proves elusive.  For example, one program 
provides 6,300 hours of student training on an annual budget of about $185,000 
or a cost of almost $30 per contact hour.  The other provides 10,500 volunteer 
hours on a budget of $81,000 or just short of $8 per hour, however about one 
third of the funding is in-kind so immigration source funding is only $5 per contact 
hour.  This is a wide difference. 

 
The first program serves about 125 learners for an average of about 50 hours of 
training each; the second serves almost 500 learners for an average of about 20 
hours of training each. The reality of students’ time in training is very likely much 
more spiky than a simple average indicates. Both programs are busy and not 
lacking for clients. 

 
It is in the word “effectiveness” that things get murky in terms of relating dollars 
and outcomes.  Tracking exit outcomes is not always quantifiable.  Some 
students move from one CLB level to the next, many leave programming without 
changing a level or without the change being strictly identified.  While 
testimonials go a long way to describing program success, they, too, are murky 
in terms of tying them to cost-effectiveness. No programs demonstrate post-exit 
tracking or follow-up and even if they did, the mobility of learners may lead to a 
frustrating end with no information available. 
 
 
First language 
   
Issues over first language literacy, translation difficulties and bilingual tutors were 
notably absent from program challenges. In fact the Ottawa program noted that it 
avoided matching a tutor who could speak the same first language as the learner 
as experience had shown that the match then tends to speak their common 
language other than English and practice is lessened, progress impeded. 
 
 
Critical role of language and community 

 
The second language tutoring programs reviewed display many similarities.  
They also display some unique approaches to tutor training, to networking, and 
to tracking progress. 

 
As a collective they can be described as programs staffed by talented and 
dedicated people whose passion for language is equalled by their community 
responsiveness and their sensitivity to the realities of adult newcomers to 
Canada.  Tutors and learners come from all walks of life and nations.  For 
learners, language capacity at about CLB 3 seems to be a dividing line with 
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those functioning below having needs for more intensive, frequent, and longer 
duration of training and those at or above CLB 3 on a faster track able to 
progress within the small weekly time commitment the programs reviewed 
provide.  

 
The conclusion section’s strengths and weaknesses remarks will provide further 
overview.  Now let us turn to the literature on ESL tutoring to complete the 
grounding of the picture of the programs reviewed here. 
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4.2. Foundations of ESL tutoring research and theory: the literature.  
 
A review of the literature related to ESL one-to-one tutoring programming for 
adults reveals a remarkable scarcity in general theory and research.  

 
Only one specifically related title was revealed in the ERIC Digest bank.  
Schlusberg and Mueller’s 1995 article reviewed the state of volunteer-based ESL 
programs in the United States.  The article focuses on the educational model, 
tutor training, benefits, challenges and projections and we will briefly summarize 
the authors’ program review in the next paragraph.  

 
Other writings specific to the subject of ESL tutoring are how-to manuals often 
focused on language as part of settlement and integration issues.  Additional 
related tutoring materials are in four areas: general tutoring and adult education 
theory, peer tutoring for school-age children and post-secondary academic 
settings often focused on writing, ESL curriculum, and commercial second-
language tutoring ventures.  From the Schlusberg-Mueller article then and the 
secondary how-to manuals and the four related areas, we construct a general 
literature review providing an outline of practices, themes, and issues. 
 
 
Schlusberg-Mueller 1995 Summary 
 
In the United States a variety of organizations provide support and impetus to 
adult ESL volunteer tutor programs from large national organizations to state, 
college and community libraries, settlement agencies, housing projects and other 
community agencies.  These generally provide both ESL and adult literacy 
services.  

 
One-to-one tutoring was the adult literacy model and became the accepted 
model for ESL as well.  The model relieves tutors of the need to address multiple 
learners; however, such small-group instruction is increasing as it tends to 
present greater opportunities for social and collaborative activities.  Tutoring 
occurs locally providing easy access, usually free and often the only program 
available in smaller towns and rural areas.  The main content focus is on oral 
skills.  

 
Some programs use a core series of ESL materials in concert with authentic 
materials tailored to individual learner needs.  Programs usually offer a pre-
service training of ten to18 hours focusing on effective tutoring, needs 
assessment, lesson planning, practice tutoring, materials selection, principles of 
adult learning, and cross-cultural awareness.  

 
Benefits of the model are individualization of schedule, growth in learner 
confidence, bridging to more formal ESL class, and important early contact the 
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immigrant has with native speakers.  Challenges are limited financial resources, 
high volunteer turnover, lack of training standards, lack of a research base, 
limited instructional sessions of two to three hours per week, lack of space and 
sense of isolation. Some programs offer complementary small-group sessions 
once a month to combat the isolation. The authors note increased ESL learner 
participation in adult literacy programs, committees, and conferences, and a 
growing professionalization in the ESL field. 
 
 
How-to manuals 
 
The how-to manuals provide an opportunity to look for consistency and 
differences in approaches, basics of theory and adult education knowledge and a 
sense of depth of programming through references and bibliographies. Among 
many how-to-tutor manuals, ESL specific versions from British Columbia Ministry 
of Advanced Education and Job Training (House, 1988), New Readers Press’ 
Laubach Way to English Series Teacher Manuals designed for one-to-one 
tutoring (Macero and Lane, 1976/1981/1991), Frontier College Press (Conway, 
1996) and Regina Public Library (Rutten-James, 2003) are notable models.  
 
Each of these models discuss characteristics of adult ESL learners, learner-
centred approaches, characteristics of good tutors, accountability (lesson 
planning, tracking progress and reporting) and the details of English from survival 
language to grammar.  A good tutor, for example, is learner-centred, patient, 
respectful, creative, adaptable, culturally sensitive, realistic, organized and 
accountable, well-trained and able to recognize when the situation needs 
external aid according to Rutten-James (2003).  All four models encourage the 
use of authentic materials as a necessity for adult learners in order to transfer 
linguistic knowledge successfully to everyday life usage as key to smoothing the 
settlement process. 
 
 
Adult education approach 

 
All models recommend a collaborative mentor approach in interaction, that is, the 
tutor is the facilitator of English learning and local cultural navigation but not the 
keeper of all knowledge; the tutor learns much about the learner’s culture as well.  
This collaborative respectful exchange is key to successful adult language 
learning. (Auerbach, 1996; Campbell & Burnaby, 2001; Storch, 2002)  Adult 
education techniques (Knowles,1973; MacKeracher, 1996) of respectful 
collaboration, non-judgemental environment and highly individualized student 
focus are clearly key to the successful student-tutor pair. 
 
The effective training of tutors is key to these models but how and when that 
training takes place is under scrutiny.  The models recommend a pre-service 
training, however recent research in adult literacy raises questions about front-
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loading the tutor training.  Training does not always transfer to practice and one 
suggested implication is that more ongoing on-the-spot training on specific needs 
may be a more efficient use of resources than those focused on pre-service 
training (Belzer, 2006).  
 
 
Peer tutoring 
 
Peer tutoring is the richest source area for investigations of one-to-one tutoring in 
terms of detailing qualities in the tutoring experience.  Sources are generally in 
formal academic settings.  In student success case studies from post-secondary 
academic settings, foreign students generally fared better with a native speaking 
English tutor than other similar non-English speaking students.  Reasons cited 
for increased success of learners who are learning ESL with the help of a native 
speaking tutor are: increased interaction in one-to-one situation as compared 
with class or group situation (learner more likely to ask questions, ask for 
clarification when puzzled), tutors are not teachers and therefore tend to have a 
more conversational style which is more socially realistic to the ESL language 
learner (“…tutors provide head-on contact with informal diction…”) (Macdonald 
and Macdonald, 1989, 484). 
 
The non-academic and less teacherly style of a tutor also tends to lead to a 
simulated friendship which may increase social networks (Macdonald and 
Macdonald, 1989).  While inviting an adult learner into a social network is 
discouraged in most adult tutoring programs, the adult learner is still able to 
access the social knowledge that the tutor brings to the table and effectively 
increases his own networking ability accordingly.  In the absence of other 
network or family sources, an ESL tutor may become a critical contact that links 
the student to a meaningful world. 
 
The Peer Research Laboratory at the City University of New York has 
investigated why tutors gain so much out of student-tutor pair work and suggests 
looking at a tutor-centred model, that is, to develop programming that makes 
tutoring process a core instructional strategy (Gartner & Reissman, 1993).  
Within this notion, a New Zealand ESL program has had success with training 
successful adult ESL learners as tutors who work with new learners from similar 
cultural and linguistic groups (Shameem, 2002). 
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Tutoring in Adult Literacy a close relation 
 
Much of general tutoring information comes from adult literacy experience and, 
as in the United States, much of ESL tutoring design is built on the adult literacy 
model.  For example, the Rutten-James ESL Tutor Training Kit (2003) was 
funded by the National Literacy Secretariat and cites a number of adult literacy, 
native literacy, and ESL literacy texts as source.  There are many other how-to-
do one-to-one tutoring manuals from the adult literacy field which also offer 
relevant and similar information on sensitivity to students, individualized learning, 
use of authentic materials, lesson planning, et cetera.  
 
 
Commercial ventures 
 
While reviewing commercial ventures is outside the scope of this paper, Internet 
scans show ESL curriculum in North America and abroad is big business. 

 
There are thousands of commercial language tutoring ventures for ESL in North 
America.  What might be learned from these ventures?  Based in commerce, it is 
reasonable to expect that large established businesses have done their 
homework on ESL tutoring in terms of efficiency and results.  Tutoring schedules, 
curriculum pieces and expectations of qualifications may provide an informative 
source about what works in ESL tutoring.  Similarly, publishing houses which 
focus on and demonstrate expertise in language learning and particularly adult 
ESL curriculum such as Addison Wesley Longman, New Readers Press, Steck-
Vaughn and Oxford press may provide additional information on best practices 
according to their research and experience. 
 
 
Lack of research base 

 
Reviewing the foundational literature on ESL one-to-one tutoring for adults 
revealed a field of practice that can be characterized as knowing where it is in 
terms of curriculum, tutor training and language-related settlement needs.  As a 
field of inquiry, however, second language one-to-one tutoring is a field that does 
not know where it comes from in terms of a research and theory base.  The 
broad strokes of language acquisition theory may apply but the nuances of the 
adult ESL tutor-learner pair are severely understudied.  
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4.3. Conclusion: Strengths-Weaknesses 
 
In order to complete the programs review we offer an analysis of program 
features and issues considered and presented in terms of strengths, 
weaknesses, opportunities and threats.  These lead to a series of 
recommendations for directions and for further research into adult ESL tutoring. 
 

Strengths 

 individualization, community-building, programs are very humane and 
welcoming and provide the dual role of language learning service and 
smoothing a newcomers’ entry into the local community and the Canadian 
community at large; 

 talented, dedicated staff; 
 the relationship formed between tutor and learner makes a real difference 

in people’s lives, breaks down stereotypes; positive interchange and 
exchange of cultural knowledge - shared learning has ripple effect in 
community; 

 program accessibility, in the learner’s community and nearby, sometimes 
tutor goes to the learner. 

 

Weaknesses 

 very little or no follow-up or post-program tracking; 
 where tutors work in isolation, programs would like to see more support for 

use of instructional resources and lesson planning - a PD need ; 
 coordination time inadequate, workload too heavy (labour-intensive nature 

of supporting tutor program not recognized) - community partnerships 
might be expanded if more paid hours were available to coordinators.  
Also a lot of evening and weekend work; 

 no funds available for tutor out-of-pocket expenses…not a large sum but a 
drawback to many who might otherwise contribute their time; 

 programs challenged by great distances would like to recognize tutors 
better; 

 lack of professionalized standards - strength of tutor-learner relationship 
can backfire when student over-bonds and does not want to move on, 
sometimes cover for each other, program must overwork to get lesson 
reports; 
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 mobility of learners, sometimes leave program quickly, finds job and does 
not contribute to exit assessment; 

 need for plain language policy, clear explanations about waiting lists; 
program protocols difficult for learners to understand; 

 small amount of instruction time may be inadequate for lower level 
learners to achieve significant progress; 

 there is a challenge in how to rate and test non-linguistic-specific results 
like confidence in community, performing tasks in community such as 
shopping, speaking on the phone, learner confidence and lowered 
settlement and integration stress levels. 

 

Opportunities  

 to increase ties with adult literacy agencies, perhaps create synergy by 
having adult literacy learners matched as cultural hosts with adult L2 
learners; the adult literacy student is a native speaker of English/French 
and is culturally savvy and may benefit from entering a cultural 
tutor/mentor role especially when ESL learner goals are in speaking and 
listening; 

 eligibility restrictions leave many adult learners without programming they 
need, such as such as disqualification after obtaining Canadian 
citizenship, etc.; one program gets at least one call a day for service from 
an ESL learner who is not LINC eligible, same program runs a very 
successful drop-in Saturday class with always a minimum of ten adult 
learners present - run by a volunteer with TESL – run when space is not 
being used so no cost, but no earnings for program other than good name 
in the community; 

 synergy of community partnerships such as successful model of one 
network of executive directors (same area where there is a successful 
community volunteer sign-up day); 

 capacity building- model in remote area promotes capacity by helping 
people set up their own programs; 

 again remoteness and distance has led to a “track-student-at-a-glance 
card” with student information and skills built over time; investigate content 
and see if it is portable by the student; 

 tutor training model with a practicum component may unite the tutor 
training base with the need for immediate feedback and increased 
screening potential; 

 challenge of how to recognize the validity of informal narrative assessment 
and achievement; 
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 developing a tutor-centred instructional model may allow increased gains 
in the community of people learning a second language. 

 

Threats 

 wait time on requirement of criminal record checks, some tutor-learner 
pairs working as long as four weeks before check is in place; 

 tutoring in private locations requires careful screening, insurance; 
 space an issue - programs in remote areas with no space, some urban 

programs not enough space. 
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4.4. Recommendations 
 

Recommendations for directions: 

1. Design and implement exit and post exit tracking of adult second language 
learners in order to develop a picture of effectiveness. The exit tracking 
should be supported through program intake that emphasizes to the 
learner the importance of demonstrating program success and 
accountability. 

2. Consider increased coordination/management time to allow for greater 
ongoing tutor support and recognition.  

3. Develop professional standards for tutors, including a supervised 
practicum requirement. 

4. Develop expectations for programs around use of plain language for clear 
communication with learners about policies, waiting lists and program 
protocols. 

5. Consider working with other funding bodies to smooth eligibility 
requirements and close service gaps. 

6. Develop a learner tracking at-a-glance card. 
7. Provide supports and clear direction regarding liability insurance and 

Criminal Record Checks. 
 
Recommendations for research 

1. Investigate what is an appropriate amount of time per session, number of 
times per week for progress to occur – for literacy learners, limited 
speakers, more advanced speakers. 

2. Investigate how to rate and test non-linguistic specific outcomes such as 
learner confidence and lowered settlement and integration stress levels.  

3. ESL curriculum materials and approaches appear very similar. Investigate 
whether there are materials and methods which are more appropriate and 
effective to deliver to specific source language groups. 

4. Investigate how program staff’s unique significant interpersonal skills with 
limited speakers can be rated and recognized. 

5. Tutoring is a powerful learning activity. Investigate tutor-centred models 
which build capacity in learners to become effective tutors. 

6. Audiocassettes remain a much used technology in language learning. 
Investigate the role of computer-assisted technology in adult second 
language learning.
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5. CONCLUDING REMARKS 

 
 
 
We have provided a walk-through account of seven second language tutoring 
programs across Canada. We have reviewed and analysed their characteristics, 
looked at the related documents and literature. 
 
It is clear that an enormous amount of dedication and talent is currently at work in 
the language programs reviewed and while the need is not always established 
via formal site studies or needs assessment, programs feel a tremendous need 
for the language tutoring services.  There is, universally among program staff and 
students interviewed, a sense of providing critical services and defeating critical 
settlement barriers via language learning.  
 
While second language learning is the core business of programming, the 
context of teaching and learning the language of an adult learner’s new home is 
inextricably interwoven into the language learning process.  As such, building 
community is the single overarching theme throughout program operations from 
the moment of contact, throughout the language learning process and use of 
authentic materials, to the moment of graduation.  For programs, the notion of 
building community cannot be overstated; it is an integral part of every 
organizational breath that they take. 
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APPENDIX A - REVIEW CRITERIA 

 
Instructional materials, program documents and relevant evaluation studies were 
reviewed against research framework assessment criteria.  Relevant information 
was drawn out of these pieces and documented.  Gaps in information were noted 
and were gathered during key informant interviews.  Wherever possible, these 
criteria were applied; however, time constraints, breadth and scope of the project 
and the unavailability of the materials placed limitations on their application. 
 
Some of the criteria used during our analysis included the following: 
 
Rigour of the design of the program 
 
A thorough review of instructional materials to assess their worth requires a 
multidimensional approach.  There are a variety of key activities that occur in the 
design stages of a program that, if they occur, provide decision-makers with a 
strong degree of confidence in the instructional material’s ability to deliver the 
sought-after behavioural changes on its stated goals and objectives.    
 
To determine the level of effort that went into the initial stages of designing the 
tutoring programs, we examined the activities that took place during this phase.  
The rationale for this analysis lies in the fact that the greater the attention paid 
during the initial conceptual design and development phases of instructional 
materials, the greater the likelihood that instructional designers would have 
picked up on and hence rectified any instructional problems.  During interviews 
and through the review of documentation, we determined the extent to which 
designers reviewed the design of the program; whether there were any expert 
reviews; whether there was any learner validation of the instruction in the early 
design stages; whether there were small group evaluations; and whether there 
were any field trials with a large enough sample of the target audience to make a 
confident prediction of the tutoring program’s effectiveness.  
 
As part of our efforts to make a thorough review, we requested and reviewed any 
needs assessment studies to determine the rationale for creating the program; to 
uncover the instructional need that the program was designed to address; to 
verify whether the instructional goals are aligned with the study’s findings; and to 
uncover additional information on the target population characteristics.   
 
Evaluations 
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We requested any evaluation studies that report on learner performance that can 
be attributed to these tutoring programs.  This would help us to determine the 
extent to which learners succeed with the instruction. 
 
Program Structure 
 
This included such things as to whether the goals and objectives are clearly 
stated for the program as whole, and for each unit or lesson.  It included a review 
of the program content, sequence of presentation, pacing of lessons; how 
instruction is delivered: whether one-on-one or in group-study format, at home or 
in a classroom, frequency and length of tutor meetings, use and need for 
specialized resources; the instructional methods that are used, i.e. multi-sensory 
types of learner materials/media or Web sites.  Other criteria included program 
and course content relevance and validity; types of course assignments; the 
technologies that are used to deliver instruction and their impacts on 
implementation, if any; instructional methods that are used; the learning theory 
upon which the programs have been designed and whether the design of the 
program is supported by any evidenced-based approaches; and descriptions of 
partnerships with other organizations;  
 
Assessments  
 
For assessments, we wanted to uncover whether the test items of the 
assessments reflect valid and reliable measures of the instructional objectives 
and whether the number of items is sufficient to adequately sample the range of 
the domain of the content that the objectives might cover.  We also wanted to 
determine whether the assessment instruments and their related mastery criteria 
reliably distinguish between competent and incompetent learners. 
 
We examined the assessments that are used to determine placement in the 
program for individuals, types of ongoing assessments to monitor progress and 
promote to next levels and finally examined exit assessments upon completion of 
the program.  Where appropriate, a correlation to the CLB was made to 
determine the tutoring program’s learning levels 
 
 
Currency of the Instructional Materials  
 
We conducted a content review of instructional materials for accuracy and 
completeness based on the goals and objectives of the program.  Materials were 
also reviewed for appropriateness as it pertains to the target audience in 
question.  We reported on the audience for which the program best responds. 
We determined the educational theory employed in the program and reported on 
the congruence of the presentation of the content with the educational theory.  At 
this stage, we attempted to answer the following questions: 
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• Is the content accurate and up-to-date? 
• Are examples, practice exercises and feedback realistic and accurate? 
• Is the pedagogical approach consistent with current instructional theory in 

the content area?  
• For which group of learners is this instruction most appropriate? 
• Are the instructional strategies consistent with principles of instructional 

theory? 
 
Program Administration 
 
We were interested in determining what types of administration problems might 
be encountered during the implementation of the tutoring programs.  In our 
analysis of the instructional materials, for example, we want to get a sense of the 
user-friendliness of the materials and examine them to determine whether the 
teacher guides present the needed information in a form that can be easily used.  
We would look for time estimates for the completion of instructional activities and 
assess them for their accuracy.   
 
Target Audience Characteristics  
 
We would determine the target population the program is aimed at, such as 
whether it targets individuals in need of basic literacy skills, basic/intermediate or 
advanced ESL skills. 
 
Instructor Characteristics  
 
Are instructors paid or volunteers; support services provided by the tutoring 
program authors, if any; training requirements for effective implementation; 
qualification requirements of instructors. 
 
Marketing/Recruitment and Retention  
 
How are learners recruited into these programs; what strategies are used to 
retain them once they are recruited; what are the attrition rates of the program 
and the main causes of attrition; how are volunteer tutors recruited and retained; 
what are common issues/reasons for practitioner/tutor attrition; how are learner 
populations identified and segmented for targeting; what criteria/tools are used to 
match tutors to learners?  
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APPENDIX B – PROGRAM SITE CONTACTS  

 
 
 
 

Program Name/Province Contact Information 
Settlement Focused Adult ESL 
Instruction in Small Communities, 
British Columbia 

Marissa Thola 
Education Officer 
Ministry of Advanced Education 
Learning Programs Branch 
P.O. Box 9882 
Station STN prov govt  
Victoria, BC 
V8W 9T6 
Telephone:250-387-6174 
E-mail: marissa.thola@gov.bc.ca 
 

Rural Delivery Program (LINC), 
NorQuest College, Alberta 

Tom Jiry  
Coordinator.   
10215 - 108 Street 
Edmonton, AB T5J 1L6 
E-mail: Tom.jiry@norquest.ca   
Tel: 780-644-6700 or (866) 534-7218 
Web page: www.norquest.ca/index.asp 
  

Frontier College Literacy Tutoring,  
Ontario (ESL) 
 

Ken Martin 
35 Jackes Avenue 
Toronto, ON  
Canada M4T 1E2 
E-mail: kmartin@frontiercollege.ca   
1-800-555-6523 
fax: 416-323-3522 
 

Hamilton Public Library (LINC), 
Ontario 
 

Darcy Glidden 
Manager  
55 York Blvd. 
Hamilton, ON 
L8N 4E4 
E-mail: dglidden@hpl.ca  
Tel: (905) 546-3200  x 6343 
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English Language Tutoring for the 
Ottawa Community (ELTOC), 
Ontario (LINC) 
 

Mita Basu,  
Executive Director 
#201 - 153 Chapel Street  
Ottawa, ON  
K1N 1H5  
Tel: (613) 232-8566 
Fax: (613) 232-3792 
E-mail: mita@eltoc.ca or esl@eltoc.ca 
Web page: www.eltoc.ca 
 

Halifax Public Libraries ESL tutoring 
program, Nova Scotia 
 

Tracey Jones 
Literacy, ESL and Diversity Services 
Manager 
Spring Garden Road Library 
5381 Spring Garden Road 
Halifax, NS 
B3J 1E9 
E-mail: jonest@halifaxpubliclibraries.ca 
Tel: (902) 490-5744 
Web page: 
www.halifaxpubliclibraries.ca  
 

Cégep de la Gaspésie et des Îles 
(FSL) 
 

Josyane Laroche 
Coordonnatrice des services aux 
étudiants et du développement 
international 
96, Jacques-Cartier 
Gaspé, QC 
G4X 2S8 
Tel:(418) 368-2201  x 1639 
E-mail: jlaroche@cgaspesie.qc.ca 
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APPENDIX C – CIC STUDY INTRODUCTION LETTER  

[Date] 
 
[Program Manager] 
[Program Name] 
[Program Address] 
 
Dear [Program Manager]: 
 
Citizenship and Immigration Canada has engaged Leisure Learn Ltd. to review 
tutoring programs that currently exist within the field of second language training 
across Canada and examine existing models and best practices from six existing 
ESL programs and one FSL program.  The aim of this project is to provide the 
CIC with information that it can use for its future program planning activities in the 
Ontario region. 
 
The [name of program] program has been selected for review.  We are asking for 
your support by assisting the researchers in locating the documents and program 
materials they need to conduct this review, by participating in and selecting 
individuals for interview, and by facilitating a demonstration of program materials.   
 
A representative from Leisure Learn will be contacting you shortly, to request 
program materials, outlining the specific types of documents they are seeking, 
the types of individuals they would like to interview by phone and/or in person, 
and to coordinate a site visit to view a demonstration of your tutoring program.   
 
As token of our appreciation, we would like to extend to your program a $100 
honorarium in consideration for your collaboration in this project.  In addition, we 
will be sharing with you the final report, which will contain a review of current 
literature on tutoring program best practices; an in-depth review, description and 
analysis from many perspectives of your tutoring program; and a discussion the 
findings from all of the tutoring programs to elaborate a set of best practices in 
terms of the delivery of LINC tutoring.   
 
Thank you in advance for your participation in this project, and for your continued 
support throughout this project. If you have questions, please contact [Name of 
CIC contact] at [Tel number] or at [email address]. 
 
Sincerely, 
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APPENDIX D – LEISURE LEARN LTD. INTRODUCTION LETTER  

 
 
[Date] 
 
 
[Program Manager] 
[Program Name] 
[Program Address] 
 
 
Dear [Program Manager]: 
 
RE:  Review of Tutoring Programs Project 
 
 
As you are aware, Citizenship and Immigration Canada has engaged Leisure 
Learn Ltd. to review tutoring programs that currently exist within the field of 
second language training across Canada and examine existing models and best 
practices from six existing ESL programs and one FSL program.  The aim of this 
project is to provide the CIC with information that it can use for its future program 
planning activities in the Ontario region.  As part of the Leisure Learn team, I will 
be responsible for conducting the review of your tutoring program.  I am writing to 
introduce myself and initiate the review process.   
 
As token of their appreciation, CIC would like to extend to your program a $100 
honorarium in consideration for your collaboration in this project.  In addition, 
they will be sharing the final report with you, which will contain a review of current 
literature on tutoring program best practices; an in-depth review, description and 
analysis from many perspectives of your tutoring program; and a discussion the 
findings from all of the tutoring programs to elaborate a set of best practices in 
terms of the delivery of LINC tutoring.   
 
The review process will involve the examination of tutoring program materials, 
approximately two to four interviews with program planners, program managers, 
instructors and/or learners as well as a site visit to view a demonstration of your 
tutoring program. 
 
I will be contacting you shortly by telephone to purchase/obtain copies of your 
tutoring program materials.  I would also greatly appreciate your assistance in 
locating other relevant documents, such as reports and evaluation studies, 
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discuss and arrange for interviews with key informants, and discuss a potential 
date for a site visit.  I have attached a list of information that I attempting to locate 
for the purposes of the review which consists mainly of the types documents I 
hope to find, and the types of individuals I wish to interview.   
 
The documentation and/or reports that we collect will not be shared with other 
programs, but will be used to create a summary profile of each tutoring program.  
As well, documentation in non-electronic formats that are made available to the 
consultants can be returned to your program at the completion of the project 
upon your request to do so. 
 
Following our contact by telephone, it would be very much appreciated if you 
could assist us in providing the requested material at the earliest opportunity to 
assist us to prepare for the interviews stakeholders as well as the site visits and 
maximize the use of your valuable time. I would ask that tutoring program 
materials and other relevant documents be sent directly to me at: 
 
  [Consultant’s Address] 
 
 
 
 
 
I will be in contact with you very soon to confirm your receipt of the list of 
documentation we are seeking and to respond to any questions you may have. 
 
I look forward to speaking with you soon and working with you and your program 
on this important initiative.  In the meantime, should you have any questions, 
please feel free to contact me at [Consultant’s Phone Number].  
 
Your collaboration and assistance are greatly appreciated. 
 
Sincerely, 
 
 
 
 
[Consultant Name] 
Tutoring Program Review Project 
Evaluation/Program Review Team Member 
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APPENDIX E – INTERVIEW GUIDES  

CIC Tutoring Program Review 
 

Interview Questions for Learners 
 
 
1. How long did or have you been receiving instruction with this program? 
 
 
2. What did you like most about this program?  What works well?  
 
 
3. What did you like least about this program? What would you change that 

would make it work better?  
 
4. Why did this program work [or not work] for you?  
 
5. For whom would you say this program would not work?  
 
6. How did you find out about this program? Was it a good approach?  Is there 

an approach that you think could have worked better? What is the best way of 
recruiting learners into this type of program?  

 
 
7. What helped you to continue with the program?    
 
 
8. For people who think of dropping out, what could be done to encourage them 

to continue in the program?  
 
 
9. Can you describe for me what a good tutor is?  What should a good tutor do 

to help the learner get the most out of the program?  What should they avoid 
doing?    

 
 
 
 
 



Second Language Tutoring Programs: An Inquiry Into Best Practices Final Report 
 

Leisure Learn Ltd.    98 
February 29. 2008 

CIC Tutoring Program Review 
 

Interview Questions for Instructors 
 
I’d like to know about how the program is designed and implemented:   
 
1. How long did or have you been providing instruction with this program?  What 

is the rationale for having created this program?  
 
 
2. What do you like most about this program?  What works really well?   
 
 
3. What do you like least about this program? What would you change that 

would make it work better?  
 
4. I’d like to know more about the assessments used throughout this program.  

How should learners be assessed, and how often?   
 
 
I’d like to know more about the instructors who deliver this program: 
 
5. Can you describe for me the characteristics of a good tutor?  What should a 

good tutor do to help the learner get the most out of the program?  What 
should they avoid doing?    

 
I’d like to know more about the learners who take this program: 
 
6. Describe the type of learner this program is designed to best respond to? 
 
 
7. What is the best way of recruiting learners into this type of program?  
 
 
8. What are the leading causes of learner attrition in tutoring programs?  
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CIC Tutoring Program Review 
 

Interview Questions for Program Managers or Program Planners 
 
 
I’d like to know about how the program is designed and implemented:   
 
 
1. How long did or have you been providing instruction with this program?  What 

is the rationale for having created this program?  
 
 
2. What do you like most about this program?  What works really well?  
 
 
3. What do you like least about this program? What would you change that 

would make it work better?  
 
 
4. I’d like to know more about the assessments used throughout this program.  

How should learners be assessed, and how often?   
 
I’d like to know more about the instructors who deliver this program: 
 
5. Can you describe for me the characteristics of a good tutor? What should a 

good tutor do to help the learner get the most out of the program? What 
should they avoid doing?    

 
I’d like to know more about the learners who take this program: 
 
6. Describe the type of learner this program is designed to best respond to?  
 
7. What is the best way of recruiting learners into this type of program? 
 
 
8. What are the leading causes of learner attrition in tutoring programs? How 

can they be avoided?   
 
I’d like to know more about the administration of this program.   
 
9. What are some of the key features that make this an easy program to 

administer? What works well? What should be avoided?  
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