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The final part of the guide is for those who want to develop programs for settlement counsellors or other
human service workers and are interested in what was learned from the experience of developing the CSISW
course.  Details are given on how the course was coordinated, how participants were selected, how their training
needs were assessed, what types of trainers were used, and what evaluation process was used.  Part III ends with
a summary of tips on developing and implementing this type of training program.
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As described in the Introduction to this guide there were two pilot courses - Stage 1 and Stage 2 - each with a
developmental phase and a delivery phase.  In Stage 1, six sessions were held over a six-week period in May and
June 1988.  The evaluation of Stage 1 recommended that the course be piloted a second time with an revised
and extended curriculum.  Stage 2 ran for eight sessions over eight weeks in February and March 1989.  In each
stage 20 front-line settlement counsellors were trained.  Both courses took place on campus at George Brown
College in Toronto.
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A part-time Coordinator, working out of the OCASI offices, was responsible for coordinating the development
and delivery of the courses.  OCASI was responsible for administering the project funds.  An Advisory Committee
with representation from the three groups involved in this initiative - OCASI (representing the community),
George Brown College, and the Ontario Ministry of Citizenship - met monthly to provide guidance on the
course development process.

This active three-way collaboration contributed to the success of the project.  There were benefits from the
involvement of each group.  OCASI, through outreach and promotion of the course in its member agencies,
ensured that the course accurately reflected the needs of settlement counsellors.  Representatives from the
Community Outreach Department of George Brown College brought experience in designing training programs.
Committee members from the Citizenship Development Branch of the Ministry of Citizenship provided a
perspective on the long-term, province-wide training needs of settlement counsellors, based on their pioneering
research in this area.  By working together on this project, the three partners became aware of the issues which
needed to be considered from each different perspective.
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The Coordinator worked with a training team, which consisted of a Facilitator and five trainers.  The Facilitator
was a faculty member from George Brown College with a background in teaching counselling.  He worked
with the Coordinator on curriculum development and acted as the principle trainer for several of the sessions.
He was present at all training sessions to provide continuity between segments of the course.  The trainers, all
of whom had experience in community-based settlement work, delivered training sessions on particular topics
related to their expertise.

The mixture of experience, skills and styles on the training team proved to be very effective.  Some trainers had
extensive experience in settlement work and limited formal training in counselling.  Others had been in the
settlement field for a shorter period of time and had more formal training in counselling and social work.
Having some knowledge of the day-to-day realities of settlement work was essential for the trainers to understand
the working context of the participants.  As well, it was critical that they have strong skills in group process and
cross-cultural sensitivity.
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The course was envisioned as an in-service training course for service providers currently in the settlement field,
whose job functions included counselling-related activities.  It was targeted at practitioners who provided direct
service exclusively to immigrants and refugees, as opposed to those whose workloads happened to include
immigrants.
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To ensure that the course reached this target group, the Advisory Committee established the following eligibility
criteria for applicants to the course.  They were required to:

• be currently employed in settlement services, including information and referral, counselling or
life skills training

• work specifically with immigrants or refugees

• have a minimum of 6 months’ experience in this area

• have sufficient oral and written communication skills in English to fulfil the course requirements

• be able to commit to 8 full days of training

The criterion related to length of experience was designed to ensure that participants had at least minimum
exposure to settlement work; this was important to enable them to contribute to class discussions and generate
case examples from their experience.

The language requirement was included because the course was conducted in English and assignments were to
be written in English; the concern was that it would be too difficult to evaluate participants on their grasp of
course content if their proficiency in English was low.  In fact, there were widely varying levels of English
language ability in the course but this did not present any significant barriers to participation or completion of
assignments, although it did increase stress levels for some participants.  An understanding of the nature of
settlement work and the ability to conceptualize were more predictive of participant success than was their
English language level.

There were no educational pre-requisites, since most applicants were educated outside of Canada, and it was
not possible to evaluate such widely varying backgrounds.

There were no geographic criteria in Stage 2, unlike in Stage 1 in which only settlement counsellors in
Metropolitan Toronto were eligible.  Opening the course up to counsellors from other areas was a very positive
change, in that it broadened the perspectives brought to the training.  Settlement counsellors from outside
Metro Toronto were from agencies serving multiethnic populations, whereas most of the Toronto-based
counsellors served clients from one or several related ethnic group(s).  As well, counsellors from agencies located
in smaller communities experienced some of the issues related to settlement work differently (for example,
having a closer working relationship with staff in the local immigration or employment offices than is usual in
an urban centre).
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In addition, the out-of-town participants contributed to the cultural diversity of the group.  They were primarily
white Anglo- or Franco- Canadians, born in Canada.  In contrast, the majority of participants from Toronto
were born outside of Canada, and over half of these people were people of colour.  The addition of the white
Canadian-born counsellors afforded the opportunity for visible minority/majority status to be reversed and for
participants to experience a productive exchange of viewpoints.

The eligibility criteria were outlined in a course flyer that was sent to immigrant settlement agencies across
Ontario.  The Advisory Committee selected 20 participants based on information given on application forms,
attempting to choose a cross-section of ethnic community served, type of agency represented and type of
counselling provided by the worker.



� !��
�	�	���� ���������	
���������	�����������	�	��������	�����	�	����	�

&�'�#�" ���&�'�#�" ���&�'�#�" ���&�'�#�" ���&�'�#�" ���(����� ��#�)(����� ��#�)(����� ��#�)(����� ��#�)(����� ��#�)

In the developmental phase of the project, the course content, the sequence of training topics and the objectives
of each segment were designed by the Coordinator and the training team.
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The development process began with a needs assessment conducted by the Course Coordinator.  The following
approaches were used:

1. On-site interviews conducted with front-line settlement counsellors and their supervisors at their
agencies, using a questionnaire.

2. Input from the Advisory Committee and interviews with resource people in the field

3. Data from previous training needs assessments conducted by OCASI for their annual
professional development conference

4. Participants’ comments in evaluations of workshops previously conducted by OCASI

5. A review of the literature in cross-cultural counselling and counselling for settlement

On-site interviews are an excellent source of information about the working context and training needs of
settlement counsellors, and are well worth the time invested.  Speaking to supervisors as well as counsellors is
useful, as they are sometimes able to identify training needs that the counsellors are unaware of or have not
consciously articulated.

Evaluation forms from previous workshops and conferences contain valuable information on counsellor needs,
and are often overlooked unless they have been summarized in a formal report.  Often they are read and filed
away; locating and re-reading them is usually worth the effort.

Using the literature in the field as part of a needs assessment, has some limitations.  There is a good deal of
material from the United States on cross-cultural counselling, some of which can be adapted for use in settlement
counselling.  However, apart from some articles and unpublished papers, there is a very little material written
from a Canadian perspective.  There is a need for more research and documentation of the Canadian experience
in both cross-cultural and settlement counselling.1

1  The Ontario Ministry of Citizenship has compiled some useful resource materials for settlement counsellors, for
example A Guide for Settlement Service Workers: How to Use Government and Community Services (MCC, 1987a) and
the Cultural Interpreter Training Manual (MC, 1989).
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In the needs assessments, settlement counsellors identified key areas that they wanted to further develop to
improve their effectiveness in their work.  These needs can be grouped under attitudes, knowledge and skills.

A. ATTITUDES

• being objective as a counsellor; avoiding being judgemental, even when one’s own values differ from
those of the client

• patience with difficult, frustrating clients
• assertiveness with bureaucrats and institutional workers
• self-awareness, self-esteem and self-confidence as counsellors

B. KNOWLEDGE

• understanding of the mandate of settlement counsellors
• differences in cultural values
• counselling ethics
• patterns of behaviour typical of certain life experiences
• government and other resources
• up-to-date referral information

C. SKILLS

• being able to communicate with clients of different cultural backgrounds
• getting clients to open up - establishing rapport across cultural and linguistic differences
• assessment skills - being able to detect underlying problems
• prioritizing client needs
• problem-solving techniques for clients
• helping clients set realistic objectives
• techniques of North American-style counselling
• motivating clients to help themselves
• helping clients handle their frustrations
• assisting clients to understand their rights
• advocacy skills
• skills for counselling clients in family breakdown
• dealing with high expectations of clients regarding counselling
• learning to say “no” to clients
• breaking client dependency on the counsellor
• referral and networking skills
• managing stress/avoiding burnout
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Participants also identified a number of their strengths that they felt were critical to their success as counsellors.
These included attitudes of caring, sensitivity to human problems, patience, optimism and a willingness to
learn.  They felt that their knowledge of the culture and values of their own communities, and the experience
they shared as immigrants and refugees with their clients were significant strengths.  Skills they felt they had
which were key were the ability to listen well, to put clients at ease and make them feel “at home” (including the
skill of being able to speak the language of their clients), and the ability to orient and to support clients in the
new environment.
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Drawing on the information gathered in the needs assessment, the first draft of a curriculum for the course was
developed by the Coordinator with Advisory Committee input.  The sequence of training sessions and the
main focus for each unit were identified.

At this point the Coordinator began working with other members of the training team to design clear objectives
for each session.  After objectives were established, trainers were asked to produce outlines of the content and
methodology they planned to use for their segments.  They refined these in further meetings with the Coordinator
and course Facilitator.

Although this collaborative approach to drafting the curriculum was time-consuming it was a creative and
productive process that was critical to the success of the course.  Having trainers design their sessions in close
conjunction with the Coordinator and Facilitator ensured that the trainers felt clear about how their piece of
training related to the overall goals and design of the course, and that participants later experienced the training
as consistent and cohesive.

Two months before the course began, a meeting was held of the training team and three participants who had
been selected to take the course.  This gave the trainers the opportunity to discuss with the participants before
meeting them in class what their needs and expectations were regarding the content of the course.  These
suggestions were then incorporated into the draft curriculum.

Some of the trainers requested that case studies be written by participants before their particular training segment,
so that they could use these as training materials that were directly relevant to the group.  These cases also
functioned as a mini needs assessment to help the trainer assess the level of participant skills and knowledge
related to the specific topic to be addressed in that session.
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Since this was a certificate course offered at an educational institution, there were official standards for completion.
These were formulated by the Advisory Committee and agreed to by the College.  It was not felt that grades
would serve any useful purpose, so the course was marked on a complete/incomplete basis.  In order to receive
a mark of “complete” and a certificate each participant was required to meet the following requirements:

• attendance at all sessions
• satisfactory completion of all course assignments
• satisfactory course participation

The assignments consisted of reading and writing activities (including the writing of case studies) to prepare for
each session, and a major paper due at the end of the course.  The written assignments were evaluated by the
trainers and if they were judged to be unsatisfactory, participants were given the opportunity to rewrite them.

The group agreed upon criteria for satisfactory course participation on the first day of the course.  They discussed
the fact that cultural factors can affect perceptions about whether or not people are actively participating in a
group.2   For example, someone who does not often speak can be judged negatively by a trainer from a culture
which values verbal expressiveness, even though that person feels that s/he is actively participating through
listening.  In this course, participation was judged using a combination of factors: participants’ verbal contributions
in the large group, their verbal contributions in small group settings, and their listening and learning in the
course evident in the written assignments they completed related to class discussions.  The trainers worked to
make participants feel comfortable participating, and some participants saw the opportunity to practise speaking
up in the group as a learning experience relevant to their jobs.

Insisting that participants attend all sessions was a significant requirement for counsellors and agencies in this
field, since for settlement counsellors there are frequent client crises that can summon them back to their
workplaces.  However, participants did manage to fulfil this requirement, which was important for maintaining
course continuity.
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The effectiveness of the course content, training methodology and administration was evaluated using the
following tools (see Appendix 2):

• session evaluations - forms filled out by participants at the end of each session and reviewed by
 trainers prior to the following session

• trainers’ evaluations - a form filled out by the trainers at the end of each session

• final course evaluation - a form taken home by participants at the end of the course and returned
after a month

• course videotapes - visual records of each training session which were used by the training team
to review the effectiveness of previous sessions and plan subsequent sessions

• a meeting of graduates held six months after the end of the course, in which they discussed
whether the course had changed the way they worked and how well the techniques they had
learned during the course worked with their clients

When evaluating the effectiveness of training, it was found to be important to ask the trainers as well
as the participants to formally evaluate the sessions they were involved with.  They often had useful
insights on how their training segment could be improved in future and what further training
participants needed.

The meeting of participants following a course was a very effective tool for assessing the real impact of the
training, since it allowed time for workers to apply what they have learned in their jobs and to evaluate its
usefulness.  As well, with the final written course evaluations, participants were asked to return their questionnaires
a month after the course, which allowed some time for reflection and testing of what had been learned in the
sessions.
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Attempts were made to measure whether participants in the course had developed their skills and knowledge
related to the course content.  Methods developed to assess this included:

• self-assessment - a form administered on the first and last day of the course, which asked
participants to rate their level of expertise related to each of the course objectives. The pre-course
and post-course results were compared to determine whether participants saw progress in their
own skills and knowledge (see Appendix 3).

• a settlement counselling case - a hypothetical client counselling case given to participants for
their written response on the first day and again on the last day of the course.  Each participant’s
pre-course and post-course response to the case were compared to determine any differences in
approach as a result of the training.
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• the final course evaluation -  participants were asked what specific skills, knowledge and attitudes they
felt they had developed or enhanced by taking the course and how these changes would help them in
their work as a settlement counsellor.

• trainers’ observations during the course

• a meeting of graduates six months after the course

It was difficult to objectively measure how much progress people make during a course, especially one as short
as eight days.  The training may have triggered new thoughts and attitudes that will lead to change for participants
in the long run but these were difficult to measure in the short term.  The self-assessment and hypothetical
counselling case mentioned above were more useful as a way of stimulating participants’ thinking about their
own learning than of accurately quantifying achievements.  At the graduate meeting following the course
participants shared interesting insights about their learning; it may be therefore that self-evaluation at some
point following a course is the most useful source of information on participant progress.

Videotaping participants in a client interview pre- and post- course could be an interesting tool for comparing
individual skill levels before and after training; however, this has the disadvantage of being very time-consuming
with a large group.
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The previous sections documented some of the learnings about developing and organizing training that came
out of the CSISW course experience.  The following list summarizes this experience for the benefit of readers
who intend to embark on setting up training for settlement counsellors.  It is intended primarily for those
designing programs or courses, but may also be useful to groups planning single workshops.

1. Ensure that settlement counsellors are actively involved in the development and delivery of the course
from the onset, through representation on an Advisory Committee or other planning group and through
participation as trainers.

2. Conduct a needs assessment in the settlement service community before setting objectives for training.
Interview settlement counsellors, in their workplaces if possible, and talk to their supervisors to get a
complete picture of the training needs.

3. As part of the needs assessment, review any available evaluation forms from previous training activities
for settlement counsellors, such as workshops and conferences, to see what further training needs were
identified in those sessions.

4. Make sure that at the point of drafting training content there is a close collaboration between those
who have identified the need for training in the settlement service community and those who have been
asked to deliver the training.  The vision of the course organizers needs to be clearly communicated to
the trainers, who will shape the course content.

5. Invest time in the curriculum development process.  Expecting trainers to deliver training without a
clear idea of objectives and expectations and without enough time to tailor activities to the group, can
result in a disappointing experience for everyone.  Start the planning early, and make sure that the
trainers you arrange for can commit to spending some time before the sessions to meet with the course
coordinator or organizers.  Make sure the trainers understand clearly the objectives of the training and
the needs of the participants.  Ask the trainers for detailed outlines of their sessions and leave time for
these to be discussed.

6. Holding a trainers’ meeting before the course is an excellent way of helping the trainers see how their
piece of the training fits into the overall course and giving the group an opportunity to establish common
ground regarding training objectives and approach.  If possible, this meeting should include participant
representatives - three or four people who will be taking the course.  This allows the trainers to hear
firsthand about the working experience, training needs, and expectations  of the people they will be
training, and starts the process of building group rapport.

7. If it is feasible to have participants generate case studies related to a certain topic in advance of that
session (for example, a time when they worked with a client in crisis), these will be an extremely valuable
resource for the trainer for that segment, as a means both of assessing participant skill/awareness levels,
and of custom-tailoring the session content to the group.
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8. If possible, aim for some streaming of participants.  It is difficult to train new counsellors with no
experience in settlement service and experienced counsellors in the same group.  A minimum of six
months’ experience appears to be sufficient to ensure that newer counsellors can participate adequately
in a session with others who have more experience.

9. Do not overemphasize English language levels as a criterion for eligibility for a course, since many
settlement counsellors have the ability to participate in spite of having some limitations in English.
Giving advance information about the level of English used in the course and asking participants to
self-select based on this should be sufficient.  In addition, if participant evaluation is to be done, do not
evaluate fluency in English but concentrate on perceptiveness of content.

10. If a number of sessions are to be given, spacing them over a period of time that allows participants to
take new skills and knowledge back to their workplaces and try applying them, may be more effective
than running the sessions in one block.

11. Continuity is a key ingredient for a successful course.  If there are to be a series of trainers, make sure
that there are mechanisms that will ensure linkages between sessions and a logical developmental flow
in the course.  Effective ways of achieving this include having one main facilitator who attends the
entire course and having joint meetings of trainers in the course planning phase.

12. Because there is not enough time during classroom hours for participants to do the reading and thinking
which needs to accompany intensive training, plan for some reading assignments, choosing a useful
mixture of author background and viewpoints.  Reading about their field is something many counsellors
have never had time to do, and it opens doors to greater awareness for many of them.  Negotiate with
the group beforehand about the average number of hours they feel they will be able to devote to
assignments.  This ensures that the expectations around assignments are reasonable given participants’
workloads on the job, and that participants commit themselves to an agreed-upon level of work.  If the
readings are in English, trainers need to be aware that participants may have varying degrees of difficulty
completing the assignments; trainers should be prepared to provide whatever aids they can, such as
glossaries of terms, explanations of difficult sections, or supplementary readings on the same topic in
simpler language.

13. Include a mixture of types of training activities in the course - for example, short lectures and experiential
activities, theoretical explanations and practical applications, to accommodate the range of individual
learning styles and culturally-influenced preferences that will exist in the group.

14. Ensure that the standards for completion of the course are understood and agreed upon by the
participants, and that they are then adhered to by those responsible for delivering the course.  This gives
participants a sense of pride and accomplishment in finishing the course.  If there is the possibility of
offering the training as a certificate course from a training institution or respected agency, this has
appeal for many settlement counsellors, who feel that paper qualifications can help lead to greater
professional recognition.
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15. Plan to administer a some type of self-assessment before and after the course; the first one raises
participants’ awareness of the scope of their work, and the second one serves as a reminder of how much
they have accomplished in the training, and what they still want to learn.

16. As part of the course evaluation process, plan to have some instrument for collecting information
about course effectiveness after the course - such as a meeting of participants several months later, or a
written evaluation submitted after some time has passed.  This will ensure that participants have really
had time to reflect on their experiences in the program.

17. Make sure that trainers as well as participants formally evaluate the effectiveness of their sessions, as
they will have important ideas about further training needs of participants, and about possibilities for
re-designing their training session in the future.
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The purpose of this chapter has been to orient readers to the context within which the training modules in the
Part II were developed.  With a clearer idea of the developmental framework of the Counselling Skills for
Immigrant Settlement counsellors Course, the types of settlement counsellors targeted for training, and the
system used to deliver the training, users of the guide should be in a better position to judge to what extent the
training approach and content are transferable to their own settings.  As well, knowing more about the
developmental process for this course, including the learnings from that experience, may motivate those
contemplating similar initiatives.

1.   For an interesting discussion of the effect of cultural differences on learning styles in groups, see
“The pros and cons of using structured exercises in intercultural groups” in A Manual of Structured Experiences
for Cross-Cultural Learning (Weeks, Pedersen & Brislin, 1977, p. ix-xvi).


