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MODULE - 
INTRODUCTION
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Introductions



Blank Mission

To assist, accompany, and 
advocate for refugee claimants in 
our community.
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Blank Mission

Assist

• Blank is often the first stop for refugee claimants in 
Canada. We provide assistance in:

• Completing their claim forms and applications. 

• Finding legal counsel.

• Applying for work permits.

• Translation and interpretation.

• Navigating other complex immigration processes.
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Blank Mission

Accompany
A new country, language, climate, and culture bring 

many challenges for families struggling to meet 
their basic needs. Blank helps:

• Orient refugee claimants in their new community.
• Find shelter and housing.
• Gain food security.
• Obtain social assistance and employment.
• Access healthcare.
• Find educational opportunities.
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Blank Mission

Advocate

Issues such as unfair legislation and barriers to 
families’ reunification are just two of the many 
significant obstacles facing refugee claimant 
families. Blank helps by raising awareness in the 
community and by advocating for change at both 
the national and local levels.
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Blank Vision

That every person coming to 
Canada seeking refuge has 
unhindered access to justice and 
opportunity to thrive in 
welcoming communities.
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Blank Values

• Empathy

• Respect

• Empowerment

• Inclusion
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Social Change Definitions

• Social change refers to any significant alteration 
over time in behavior patterns and cultural values 
and norms.

• https://www.cliffsnotes.com/study-guides/sociology/social-change-and-movements/social-change-defined

• Social change involves alteration of the social 
order of a society. It may include changes in social 
institutions, social behaviours or social relations. 

• https://en.wikipedia.org/wiki/Social_change

• Social change is the significant alteration of social 
structure and cultural patterns through time.
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What is a change agent?

• Someone who motivates, 
inspires, catalyzes, and leads 
change.

• Has a vision of the future.

• Acknowledges that change 
takes time.

• Can ask tough questions.
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Types of change agents
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Mother Teresa

Helper Organizer Advocate

Rebel
Bono

Barack Obama

Malala Yousafzai
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“Never doubt that a small group of 
thoughtful, committed, citizens can 
change the world. Indeed, it is the only 
thing that ever has.”
― Margaret Mead

And that is how change happens. One 
gesture. One person. One moment at a 
time.”
― Libba Bray, The Sweet Far Thing

“Change will not come if we wait for 
some other person, or if we wait for some 
other time. We are the ones we've been 
waiting for. We are the change that we 
seek.”
― Barack Obama

“Love can change a person the way a 
parent can change a baby- awkwardly, and 
often with a great deal of mess.”
― Lemony Snicket, Horseradish

All that you touch
You Change.

All that you Change
Changes you.

The only lasting truth
is Change.

God
is Change.”
― Octavia E. Butler

https://www.goodreads.com/work/quotes/3072872
https://www.goodreads.com/work/quotes/77898
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Creating a vision of social change
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Break
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MODULE – ROLES AND 
RESPONSIBILITIES
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• Caseworkers

• On-site Program Director

• Housing Coordinator
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Cross-Match



Refugee Categories

Government Assisted Refugees (GARs)

•Selected and screened overseas.

•Arrive as permanent residents.

•Eligible for Ontario Health Insurance Plan.

•No work or study restrictions.

•Receive government support for one year at Ontario 
Works levels.

•Receive settlement assistance from government-
funded services.
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Refugee Categories

Privately Sponsored Refugees (PSRs)

•Selected and screened overseas.

•Government or sponsor referred. 

•Arrive as permanent residents.

•No work or study restrictions.

•Receive sponsor support for one year at Ontario 
Works levels.

•Receive settlement help from sponsor.
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Refugee Categories

Refugee Claimants/Asylum Seekers (Blank only works with 
refugee claimants/asylum seekers)

• Refugee determination made after arrival in Canada.

• Future in Canada uncertain until decision made by Adjudicator, 
deportation always a possibility.

• Does not have permanent residence but given right to apply 
after positive decision, which requires a significant fee.

• Restrictions on work and study.

• Not covered by OHIP but do receive more limited federal 
health coverage (IFHP).

• Sometimes held in detention centers while awaiting 
determination process.
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Who is a Refugee Claimant?

• Someone who has 
made a claim for refuge 
in Canada.

• In applying for 
protection they are 
asserting that:
oThey are personally 

at risk.
oTheir country is not 

able to protect them 
from the 
persecution that 
they face.
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Who Applies for Refugee 
Protection? 
• Variety of Origin

oTop Five Countries of Citizenship 2019 (Blank): 
Colombia, Turkey, Iran, Eritrea, Mexico

• Variety of Language, Religion and Social Class

• Variety of Age, Education and Experience

• Variety of Persecution

• ALL are human beings seeking a place to be safe. 
Regular people who have found themselves in 
extraordinary circumstances.
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How is a Refugee Claim Made?

Port of Entry
• Refugee claim is made at an entry point into Canada: land 

border, airport etc.
• Eligibility is determined at the border and, if eligible, the 

individual leaves the port of entry as a refugee claimant 
with a deadline to complete their Basis of Claim.

Inland Claim
• Individual is already in the country 

Student/Worker/Visitor/Foreign National) and decides to 
claim for protection.

• All application forms are completed and submitted to an 
IRCC office. Eligibility is determined at a subsequent 
interview and, if eligible, becomes a Refugee Claimant.
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How is a Refugee Claim Made?

Irregular Crossing
• In some cases a refugee claim is made after an 

individual crosses into Canada but not at an official Port 
of Entry. This is referred to as an Irregular Crossing.

• If upon entry, the individual requests refugee protection 
they are detained by the RCMP, processed by CBSA and 
if eligible they then become Refugee Claimants.

• The process is a bit more complicated than a standard 
Port of Entry claim and timelines are often confusing.

• Irregular crossings are largely the result of the Safe 
Third Country Agreement which limits some individuals 
from seeking protection in Canada at a legal border 
crossing.
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Life as a Refugee Claimant

• The waiting period for a hearing to determine the 
outcome of a Refugee Claim is currently 1to2 years.

• During this period claimants attempt to get their 
lives started in Canada and focus on preparing for 
their hearing. This includes gathering and 
translating as much evidence as possible and 
working closely with legal counsel.
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Eligibilities

• Social Assistance.

• Work permits and Social Insurance Numbers.

• Access to K to 12 education and study permits.

• English as a Second Language classes.

• Access to health care (Interim Federal Health 
Program).

• Hope for safety and security
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Limitations

• Travel.

• Seeing family and friends.

• Accreditation for education and career recognition.

• Government benefits

• Ontario Health Insurance Plan.

• Certainty.
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Claimants and Healthcare

• All refugee claimants have 30 days from making their 
claim to attend an immigration medical. Caseworkers 
will arrange for this with Immigration Medical 
examiners in Kitchener. 

• Refugee claimants are entitled to the Interim Federal 
Health Program (IFHP) which is similar in coverage to 
Ontario Health Insurance Plan (OHIP). 
oRefugee claimants who have IFHP cannot be denied 

medical attention but may face challenges with 
medical professionals who do not accept IFHP.

• Blank Caseworkers will provide a referral to Sanctuary 
Medical. Sanctuary Medical provides health care for 
newcomers in a patient-centred and best practice 
approach.
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Claimants and Income Support

• Refugee claimants are eligible for Ontario Works 
(OW) once they have made their claim and are 
deemed eligible. Blank Caseworkers complete the 
application with clients and perform advocacy and 
support as needed.

• Claimants on Ontario Works who have children are 
also eligible for the Transitional Child Benefit (TCB).

• Claimants who have had a positive decision 
become eligible for the Canadian Child Benefit and 
can no longer receive TCB.
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The Hearing: Legal Issues

• The IRB (Immigration Refugee Board) is responsible 
for hearings. Hearings happen in Toronto for 
claimants in our region.

• At the Hearing an Adjudicator will review evidence, 
interview the claimant and make a determination.

• Key Legal Issues for Refugee Determination
oIdentity
oCredibility
oSubjective fear
oGeneralized vs. individual risk
oState protection
oInternal and external flight alternatives
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Positive Decision

• If a Claimant is accepted, they become a Protected 
Person. They can be determined to be either a:
oConvention Refugee
oPerson in Need of Protection

• As Protected Persons there are some new 
entitlements
oCCB
oOHIP
oPermanent Residence
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Permanent Residence 
Applications
• Protected People have the right to apply for PR but 

it is not a guarantee they will receive it.

• Average processing time is 24 months but can be 
significantly longer.

• Current official processing time is 21 months.

• Applicant can include overseas family members on 
their application.
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Negative Decision and Appeals

• If a Claimant is denied at their Refugee Claim the immediate need 
is to get legal advice as quickly as possible. 

• A lawyer can help the claimant explore their options. Some of the 
possible recourses are:
o RAD (Refugee Appeal Division)

➢This is the initial appeal step which claimant's usual 
consider. It is an appeal to another division of the 
Immigration and Refugee Board. Some limitations and 
tight deadlines.

o JR (Judicial Review) at the Federal Court
➢Higher level appeal available to claimants. Requires 

counsel and also has limitations and deadlines to follow.
o PRRA (Pre-Removal Risk Assessment)

➢Very strict parameters for eligibility and a very low 
acceptance rate. 
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Negative Decision and Appeals

oH&C (Humanitarian and Compassionate 
Application)
➢Application directly for Permanent Residence which 

is outside of the Refugee Claim process. Strict 
eligibility criteria for Refugee Claimants.

• If all possible recourses are exhausted CBSA will 
activate the Deportation Order and Deportation 
will occur in most circumstances.
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Tips on supporting a guest 
through the process
• If you are a host — communicate with the Blank caseworker or 

the Housing Coordinator regarding concerns and questions 
and encourage the guest to do so as well. All other roles 
should refer to the Housing Coordinator.

• Avoid giving any legal advice or guidance on the claim process.

• Do not become too involved in a guest’s refugee claim or ask 
probing questions.

• Guests should remain in contact with their Blank Caseworker 
to prepare for their hearing. Volunteers should not plan on 
attending the hearing but can provide assistance with 
transportation and help guest plan for spending the day while 
attending the hearing.
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Q & A
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Lunch



43



Blank Volunteer Program

• To create a sustainable temporary housing program that embodies 
the philosophy for delivery of service by Blank. 

• Program framework for Guest Homes:
o Ensure that all official guidelines, legislation, regulations, and 

mandates for programming are built into an integrated program 
framework.

o Respect and honour for existing work that has been done 
through Open Homes network and through WMB.

o Utilize best practices — based upon research and analysis of 
existing similar or comparable programs on a global scale.

o Develop a program that is clear, concise, flexible, and organic to 
encourage growth.

o Incorporate communication methods that meet the needs of 
program.

o Develop a comprehensive training program.
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Blank Guest Program Roles and 
Responsibilities
• Ambassadors

• Hosts

• Community Navigators

• Community Conductors
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Lines of Communication and 
Referral
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Blank

Caseworkers

Housing 
Coordinator

Organizations

Ambassadors

Hosts

Community 
Navigators

Community 
Conductors

Guest House On-
site Program 

Director

All roles may have 
connection with one guest



Lines of Communication and 
Referral
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Blank

Caseworkers

Housing 
Coordinator

Organizations

Ambassadors

Hosts

Community 
Navigators

Community 
Conductors

Guest House On-
site Program 

Director

Some combined roles may 
have connection with one 

guest



Lines of Communication and 
Referral
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Blank

Caseworkers

Housing 
Coordinator

Organizations

Ambassadors

Hosts

Community 
Navigators

Community 
Conductors

Guest House On-
site Program 

Director

Individual roles have 
connection with multiple 

guests for micro-
volunteering

Or may work one to one 
with guest for extended 

period of time



Organization roles

Blank

• Structure

• Infrastructure

• Values

• Priorities

• Oversight

• training

Organizations

• Relationship building

• Community building 
and mobilization

• Communications and 
outreach
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How it works....
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1st point of contact is Blank 
Caseworker

Caseworkers refer to Housing 
Coordinator

Housing Coordinator matches 
Guest with:

Potential Hosts, Navigators, and 
Conductors

When matched Hosts, Guest, 
Coordinator and, if possible, 

Ambassador, meet to draw up 
guest/host agreement

Coordinator and Ambassadors

Provide on-going support, 
direction, advice, information, and 
referrals back to Blank caseworkers 
when necessary, for Hosts, 
Navigators, and Conductors



Micro-volunteering

• Short timeframe commitments.

• Adjustable to busy, unpredictable lives.

• Lack of pre-defined activities.

• Doing it on your own (with Blank supports and 
resources).

• Contributing a small piece to a larger program.

• Majority of volunteer roles do not require extensive 
training besides Guest Homes program training.

• Relies on volunteer skills, expertise, and life 
experience.
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Responsibilities
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• Canada Revenue Agency

• 30% of income generated for taxes.

• 75% of income can be used for charitable 
donation.

• Consult your mortgage lender.

• Check with your insurance provider.

• Observe all safety by-laws.
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Ontario Works

• Boarder vs renter

• Single shelter allowance is $390.

• Single basic needs is $343.00.

• Monetary gifts (exemptions to income)

• Up to $10,000 per year per member of benefit unit.

• Over $10,000 is exempt if it used for first and last.

• Contributions to RESP or RDSP.

• Casual gifts.
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Host choices

Shared accommodation

• Shared accommodation is not
covered by the Residential 
Tenancies Act.

• If host buys and cooks food for 
guest the guest is considered a 
boarder.

• If hosts buy food but does not 
cook it they are considered a 
renter.

• If guest is responsible for 
purchasing and cooking food 
they are a renter.

Independent unit

• Whether or not the host 
buys and cooks food has no 
influence on type of rental.

• Without shared 
accommodation it is 
considered a rental.

• Independent units are
covered by the Residential 
Tenancies Act.

• Important to have an 
agreement with an end date 
(even if it is signed month to 
month)
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Q & A
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Break



61

MODULE – VOLUNTEER 
ORIENTATION



62

Round robin
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Volunteer Packet
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Q & A
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Blank Volunteer 
Training

Day 2
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MODULE – 
COMMUNICATION AND 

CULTURE
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If you could read my mind
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• Authenticity
• Clarity
• Understanding
• Emotion
• Selective perceptions
• Tone
• Elaboration
• Write messages if 

necessary

• Allow ample time
• Watch your personal 

space
• One question at a 

time
• Watch your body 

language
• Let them be 

themselves
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Misunderstandings

• Remain calm.
• Choose a good time 

and place to sort out 
the misunderstanding.

• Focus on the problem.
• Listen to the other 

side. 
• Express feelings in 

words, not actions. 

• Be specific about what 
is bothering you. 

• Deal with only one 
issue at a time. 

• Avoid accusations. 
• Do not generalize. 
• Do not stockpile. 
• Explore resolutions. 
• Use “I” statements. 
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Communication is….
• Words 

• 7%
• Non-verbal impact, voice, pitch, tone, pace

• 38%
• Body language:

– Facial expression.
– Eye contact.
– Spatial proximity.
– Posture.
– Gestures.
– Projection.
• 55%
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Non-verbal cross cultural 
communication
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The Barefoot Alien
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Jargon, slang, colloquialisms
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Creating boundaries
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Guest/host agreement
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Break
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Cultural Identification
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Selective perceptions (implicit bias)
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MODULE – TRAUMA
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• Please be mindful of the potentially upsetting 
nature of the following materials and recognize you 
need to take care of yourself.

• Please be respectful of others and do not discuss 
any personal comments outside of the training.

• Be aware of the degree of personal information 
that is appropriate to share.

• Don’t feel pressured to contribute. Self-disclosure is 
personal.

• Please no side conversations or talking over others.
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How I see it
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Lunch



Trauma informed practice

• Awareness of trauma.

• Individuals are not “sick” but have suffered an 
injury.

• Service should be genuine, authentic, and 
compassionate. 

• Create a climate of hope and resilience.

• Teach Canadian ways as skills and not as identity 
replacement.

• Acknowledging that Post Traumatic Stress Disorder 
(PTSD) is not always the result of trauma. 
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Trauma informed practice
• Avoiding the use of terms such as “victim” or 

“survivor”. 

• Being mindful that asking or talking about trauma is 
not always appropriate. 

• Approach the topic of trauma with compassion and 
understanding, in a manner that is validating and 
non-judgemental, and accepts the person’s feelings 
and their right to feel that way.

• Sometimes the only response to dealing with 
trauma is to ask how we can help. 
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Trauma related stress



Trauma related stress discussion 
questions
• What stressor do refugees face before fleeing the 

country?

• What stressor do they face when arriving in a new 
country?
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Learned Helplessness

• Can occur when individuals experience continued 
stress when faced with events beyond their control. 
Often associated with trauma.

• Individuals lose motivation to take action on their 
circumstances. They may behave in a helpless 
manner and overlook opportunities for relief or 
change.

• Individuals require support and encouragement to 
take action on their own in order to increase their 
self-concept and sense of self-control.
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Understanding crisis



Do
Do

• Keep your voice calm.

• Listen to the person.

• Express support and concern.

• Ask how you can help.

• Keep stimulation level low.

• Offer options instead of trying to take control.

• Be patient.

• Announce actions before making them.

• Use silence as a communication tool.
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Don’t

• Overreact.

• Make judgemental comments.

• Argue or try to reason with the person.

• Maintain continuous eye contact.

• Move quickly.

• Touch the person unless you ask permission, and it 
is safe.

• Encroach on their personal space.
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Safety plan
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Break
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Videos/what is compassion fatigue.wmv
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Compassion fatigue self-test
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MODULE – MOVING 
FORWARD
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K-W Affordable Housing
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Blank Guest Homes Program

Region of Waterloo – Affordable Housing 

Programs

Community Housing Access Centre (CHAC)

Prioritized Access to Housing Support (PATHS)

Transitional 

Housing

(Rapid Re-

housing)

Emergency

Shelter

(Prevention  

and 

Diversion)

Supportive 

Housing

(non-profit)

Waterloo Region 

Housing

Rent-geared-to-

income housing 

communities

Rent supplement 

programs

(Scattered site  rent 

subsidies)

Ontario Renovates

(Capital grants, 

secondary suites)

(Landlord  Rent 

supplements)

Affordable home 

ownership

(capital grants/loans)

Cooperative Housing

(Market rent, rent-

geared-to-income, and 

rent subsidy)

Region of Waterloo

Affordable Housing Incentives



Blank Canadian Life Integration 
Program



CLIP topics and stages
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Volunteer Services Board

Canoeing
English Café
Support on Housing Search
Introduction to food security programs.
Navigating transit.
Bird house building.
Urban hiking.

A one-hour introduction to canoeing on the Grand 
River. 
Provided by: Bob Smith
Volunteer will provide: Canoe, oars, safety vests.
Client/guest should provide: 
Their own swim outfit, towel, refreshments. Clients are 
responsible for getting themselves to meeting site.
Pre-requisite: Client should know how to swim.

Comments: Time for service is flexible. Bob will bring 
his own refreshment.

Accepted by: Juan Mendez

List is hyperlinked to explain more 
about the service.

If the client/ guest clicks on Accepted by: an alert is sent to Blank staff. Name of 
volunteer, service, and client/guest name are hyperlinked into the Action Plan and 
a connection is then arranged.
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Client/Guest Request Board

Support in arranging transportation 
to attend hearing in Toronto.
Help in getting furniture for new 
apartment.
Help with finding a job.

Requested by: Juan Mendez
First language: Arabic
Comments: 

Accepted by: Bob Smith
   Joan Jones
   Ibrahim Saleh

List is hyperlinked to explain more 
about the request if necessary.

If a volunteer clicks on Accepted by: an alert is sent to Blank staff. Name of 
volunteer, service, and client/guest name are hyperlinked into the Action Plan and 
a connection is then arranged.

Multiple volunteers can accept request.



Action Plan and Schedule
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