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1.0 Introduction and Background 
With funding from Alberta Human Services, the Calgary Catholic Immigration Society (CCIS) 1 

established the Cultural Brokerage Program in 2014 to address the need for enhanced, 

culturally competent, services for culturally diverse children and families involved with Calgary 

Child and Family Services (CFS).  CFS seek to ensure that children are safe as they grow and 

develop. If there is a concern for a child’s safety within their family, CFS will assess the situation 

in order to determine what the family can do to increase the safety of the child.  If concerns for 

the child’s wellbeing are grave, CFS may apprehend the child to ensure the maintenance of 

their safety. 

Because of differences in culture, experience with governments, and English-language ability 

amongst families from diverse cultural backgrounds, when CFS becomes involved it may be 

particularly confusing, alarming, and stressful.  At the same time, CFS may have greater 

difficulty resolving protection concerns if they lack a nuanced understanding of families’ 

culture, or if families have difficulties communicating and expressing themselves in English.  

Research has shown that, while there is no evidence of a higher risk of child maltreatment 

amongst immigrant and refugee families, recently settled immigrants and refugees experience 

specific risk factors related to their immigration status and to the challenges of settlement in a 

new country, which may impact their ability to parent to the best of their ability.2  CFS workers 

may not have the specialized knowledge and community connections to ensure these root-

cause resettlement-related risk factors are adequately addressed.  

Cultural Brokers help bridge the relationship between CFS and culturally diverse families. The 

purpose of the Cultural Brokerage Program is to work together with CFS to increase 

collaboration, engagement, and partnership with culturally diverse families and communities, 

in order to build strong and healthy family environments and strengthen community capacity 

within Calgary’s multicultural communities. The program has three primary goals:  

1. To support and strengthen family capacity to raise and support healthy children in 

a Canadian context; 

2. To support and strengthen community capacity within newcomer communities 

to build on assets and strengths to support families, children, and youth in ways that 

contribute to their improved health, safety and success; 

3. To support and strengthen system capacity within Calgary Child and Family 

Services (CFS) to be more effective in working with newcomer families and communities 

in ways that promote positive outcomes for children and youth.  

                                                           
1 Calgary Catholic Immigration Society (CCIS) is a non-profit organization, which provides settlement and 
integration services to immigrants and refugees in Calgary and Southern Alberta.  
2 LeBrun, A., Hassan, G., Boivin, M., Faser, SL, Dufour, S., & Lavergne, C. (2015).  
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To achieve these goals, the Cultural Brokerage Program offers cultural supports for CFS and 

culturally diverse families involved with CFS. Supports include:  

 Cultural interpretation (including language interpretation) between 

culturally diverse families and CFS; 

 

 Referrals and information about community services for culturally 

diverse families (e.g. parenting programs, support for resettlement, etc.); 

 

 Follow-up support and individual case management for culturally 

diverse families; 

 

 Information about Canadian expectations and laws for culturally 

diverse families; 

 

 Cultural competency training for CFS staff to enhance cultural awareness, 

competencies and best practices in service provision to diverse cultural communities; 

 

 Support for capacity building within cultural communities who may 

support and influence culturally diverse families and children. 

 

The Cultural Brokerage Program team includes 11 staff from diverse cultural backgrounds. 

Together, they speak eighteen languages other than English, and have access to a plethora or 

language interpretation experts within CCIS.  This means that even when a Cultural Broker does 

not speak the language of a culturally diverse family, that family can receive high quality 

translation and cultural interpretation through the program. The Cultural Brokerage team 

speak:   

 Amharic 

 Arabic 

 Bengali 

 French 

 Hindi 

 Kirundi 

 Lingala 

 Mandarin 

 Oromo 

 Pashai 

 Punjabi 

 Russian 

 

 Spanish 

 Swahili 

 Tagalog 

 Tigrinya 

 Urdu 

 Vietnamese 
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Starting in November 2014, Cultural Brokers were placed in CFS multi-service team locations 

that have been identified as serving specific ethno-cultural populations.   In 2015-2016, Cultural 

Brokers worked within the following CFS locations: 

 Airdrie office 

 Bowness office 

 Dover office 

 Forest Lawn office 

 Hunterhorn office 

 McKnight office 

 Westmount office 

 South office 

 

Cultural Brokers also provided support to the following teams and Calgary Area CFS offices: 

 Aboriginal office 

 High River office 

 Strathmore office 

 Alberta Vulnerable Infant Response Team (AVIRT) 

 Child at Risk Response Team (CARRT) 

 Joint Investigative Child Abuse Team (JICAT) 

 After-Hours Team-Calgary (formerly SSRT) 

 Youth Assessment Team 

 

The pilot year of the Cultural Brokerage Program from November 2014 to November 2015 was 

evaluated using both developmental and outcomes evaluation techniques and demonstrated 

that the program is creating significant positive social impact.  This year, the outcomes 

evaluation has been replicated and results are presented in this report.   
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2.0 Evaluation Methods 
A Program Logic Model and Data Collection Matrix for the Cultural Brokerage Program were 

developed in 2014 in conjunction with the initiation of the program.  These evaluation 

frameworks present a comprehensive map of program outcomes.  They were developed using 

external evaluation expertise and internal stakeholder voice to articulate the social change 

created by the program. The Logic Model was reviewed with CFS and Cultural Brokerage 

Program staff in June 2016 and updated to reflect emerging program outcomes and learnings 

(see Appendix C for Logic Model).  

The 2015-2016 evaluation was conducted using a mix of qualitative and quantitative research 

techniques.  This year’s data included: 

Data Collection Method Sample 

Records of client demographic information 568 families 

Records of program activities (e.g. # contacts, # referrals, community 

development events, etc.) 
568 families 

Client rated outcomes exit survey 190 surveys  

Interviews with clients (families) 11 families 

Interviews with service partner/referral/referring agency frontline staff (e.g. 

Calgary Immigrant Women’s Association, Wood’s Homes etc.) 
10 frontline staff 

Interviews with CFS frontline staff 11 frontline staff 

Online qualitative survey for CFS managers 5 manager surveys 

Interviews/online survey with ethno-cultural community leaders and 

individuals involved in community development component of the program 

8 community 

contacts 

Year-end focus group with Cultural Brokerage Program staff 9 staff 

In-depth interview with Cultural Brokerage Program Diversity Advisor 1 staff  

See Appendix B for survey, interview and focus group questions.  

Information gathered by Cultural Brokers on an ongoing basis is housed and reported using a 

database that was custom-designed by Ci2 Group Inc. for the Cultural Brokerage Program.  An 

external evaluator from Constellation Consulting Group provided feedback during the 

development of the database in order to ensure easy database use for evaluation purposes.  

By using a mixed-method approach, rich data has been gathered that fosters a holistic 

understanding of the Cultural Brokerage Program, including areas of success and challenge, as 

well as outcomes and impact.  This report presents data from the second year of the Cultural 

Brokerage Program from November 1, 2015 to October 31, 2016. 
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3.0 Who did the Program Support?   
 

3.1 Total Number of Families Supported 
This year, the Cultural Brokerage Program supported 568 culturally diverse families, 

representing 1,469 individuals served.3 Compared with the 421 families supported last year, 

this represents a 35% increase in the number of families supported.  

Most families (87%) involved in the Cultural Brokerage Program were connected via one of the 

following six CFS offices in Calgary: 

 

 

In Calgary, the Westmount CFS Office involved Cultural Brokers in eight cases and the 

Aboriginal Office involved Cultural Brokers in six cases. CFS Offices in the Calgary Area, including 

Airdrie, Strathmore, and High River, involved Cultural Brokers in their work with twelve families. 

Another 56 connections to the Cultural Brokerage Program were made through CFS crisis 

response and specialized teams including: 

Alberta Vulnerable Infant Response Team (AVIRT) 28 families connected 

Child at Risk Response Team (CARRT) 2 families connected  

Joint Investigative Child Abuse Team (JICAT) 11 families connected 

After-Hours Team - Calgary (formerly SSRT) 7 families connected 

Youth Assessment Team 8 families connected 

                                                           
3 Including mothers, fathers, and children receiving direct service provision. 

41 Families Connected

64 Families Connected

71 Families Connected

78 Families Connected

82 Families Connected

157
Families Connected

Dover
Office

Forest Lawn
Office

Bowness
Office

Hunterhorn
Office

South
Office

McKnight
Office

Number of Families Connected to the Cultural 

Brokerage Program by CFS Office (2015-2016)
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3.2 Cultural, Linguistic, and Faith Backgrounds 
Families involved in the Cultural Brokerage Program in 2015-2016 had a plethora of cultural 

backgrounds from 47 countries around the world.  

 

The five most common cultural backgrounds of family members supported were:4 

1. South Asian  
(28%) 

 

2. South East  

   Asian  
   (24%) 

 

3. Chinese 
(16%) 

 

4. Eastern  

    African  
(8%) 

 

5. Middle 

    Eastern  
(7%) 

 
 

The five most common countries where family members had been born were: 

1. Philippines  
(13%) 

 

2. China 

2. Canada  
   (15% each) 

 

3. India 
   (12%) 

 

4. Pakistan  
(6%) 

 

5. Ethiopia  
(5%) 

 

Other countries of origin included: 

 Afghanistan 

 Algeria 

 Bangladesh 

 Brazil 

 Burundi 

 Cameroon 

 Central African Republic 

 Chad 

 Chile 

 Colombia 

 Congo 

 Egypt 

 El Salvador 

 Eritrea 

 Fiji 

 Ghana 

 Guatemala 

 Guinea 

 Haiti 

 Hong Kong 

 Iran 

 Iraq 

 Israel 

 Jordan 

 Kenya 

 Lebanon 

 Libya 

 Mexico 

 Nepal 

 Nigeria 

 Palestinian Territories 

 Peru 

 Rwanda 

 Somalia 

 South Africa 

 South Korea 

 South Sudan 

 Sudan 

 Syria 

 Turkey 

 Vietnam 

 

 

The five languages, besides English, most often spoken by family members were: 

1. Tagalog  
(16%) 

 

2. Punjabi 
   (14% each) 

 

3. Mandarin 
   (13%) 

 

4. Arabic 

    Urdu          
         (8% each) 

 

5. Hindi  
(5%) 

 

In total, family members spoke a total of 30 languages other than English.  With the Cultural 

Brokerage Program embedded within CCIS, high quality translation services are usually 

available for families, even when a Cultural Broker does not speak their language.  

                                                           
4 NOTE: Families may be composed of multiple cultures, so information reported about cultural background, 
languages spoken and country of origin are recorded and reported by individual family member.  
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All major faith groups were represented amongst the family members supported by the 

Cultural Brokerage Program in 2015-2016.  The most represented faiths were Christian (42%) 

and Muslim (22%). 

 

Compared to the program’s pilot year in 2014-2015, this year the program supported similar 

client demographics in terms of cultures, countries of origin, and languages this year, with 

almost all of the top five staying the same (although some moved rankings within the top five).  

The cultural and linguistic representation present on the Cultural Brokerage team reflects client 

demographics well.  This year, far more families identified as Christian compared with last year. 

Part of this change may be caused by slightly different data collection methods implemented 

this year, requiring Cultural Brokers to more accurately record faith as part of the demographics 

routinely captured.  

3.3 Immigration Status 
Most family members served through the Cultural Brokerage Program were already Canadian 

citizens (55%) or were living in Canada as permanent residents (41%).  A few family members 

(3%) were in Canada as Temporary Foreign Workers. Another 1% were refugees or refugee 

claimants and less than 1% were international students, visitors, or had no status.  

  

Buddhist
3%

Christian
42%

Muslim
22%

Hindu
5%

Unknown/
No Answer

8%

Non-Religious
7%

Sikh
13%

Faith of Family Members Supported by

Cultural Brokers (2015-2016)
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3.4 Concerns Resulting in Child and Family Services Involvement 
According to Alberta’s Child, Youth and Family Enhancement Act Child and Family Services may 

become involved if concerns are raised about any act of maltreatment of a child by a 

parent/guardian that results in injury or harm to the child.5 These concerns are called 

‘protection concerns’. During a CFS assessment, there may be more than one protection 

concern present in a family. The primary types of harm with which CFS are concerned are: 6 

 

 Neglect  Emotional 

Injury 

Physical  

Abuse 

Sexual  

Abuse     
 

This year, families supported through the Cultural Brokerage Program were in contact with CFS 

due to all possible types of protection concerns.  In total, 845 protection concerns were 

recorded across the 568 families involved in the Cultural Brokerage Program.  The most 

common CFS protection concerns were: 

 

1. Risk of emotional injury 
(71%) 

 
 

2. Risk of physical abuse 
   (47%) 

 

3. Risk of neglect 
(17%) 

 

 

                                                           
5 Available online at: http://www.qp.alberta.ca/documents/Acts/c12.pdf  
6 See: http://www.qp.alberta.ca/documents/Acts/c12.pdf 

14 families (2.5%)

17 families (3%)

17 families (3%)

28 families (5%)

99 families (17%)

268 families (47%)

402 
families (71%)

Risk of sexual
abuse

Abandonment

Cruel and unusual
punishment

Other

Risk of neglect

Risk of physical
abuse

Risk of emotional
injury

CFS Protection Concerns with Families in the 

Cultural Brokerage Program (2015-2016)

http://www.qp.alberta.ca/documents/Acts/c12.pdf
http://www.qp.alberta.ca/documents/Acts/c12.pdf
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Each situation and family is different. While some signs may point to abuse and raise protection 

concerns with CFS, the family may also be facing other that can be ‘related concerns’ for CFS. 

These include issues like domestic violence, drug and addiction issues, mental health concerns, 

and parenting issues, among others.7 

In addition to the protection concerns that initiated CFS involvement, 522 related concerns 

were recorded across the 468 families served through the Cultural Brokerage Program. 

Domestic violence was, by far, the most prevalent related concern present, with 44% of families 

served through the Cultural Brokerage Program presenting with domestic violence concerns.  

This indicates a significant need to support families in addressing domestic violence, which 

impacts not only the children that CFS seeks to protect, but also the family as a whole. While 

children in these families may not be victims of violence themselves, witnessing violence in the 

home results in many documented negative outcomes for children including developmental 

delays, behavioural problems, psychosocial issues, increased likelihood of experiencing violent 

relationships or becoming perpetrators of violence in relationships, and ongoing PTSD 

symptoms.8 

 

 

  

                                                           
7 For more information see: http://humanservices.alberta.ca/abuse-bullying/14841.html 
8 See for example Holt, S., Buckley, H., & Whelan, S. (2008).  

18 families (3%)

56 families (10%)

63 families (11%)

79 families (14%)

85 families (15%)

251
families (44%)

Custody &
Access

Addictions

Parents’ 
Mental Health

Child’s 
Mental Health

Other

Domestic
Violence

CFS Related Concerns with Families in the 

Cultural Brokerage Program (2015-2016)

http://humanservices.alberta.ca/abuse-bullying/14841.html
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Since CFS is focused first and foremost on ensuring the safety of children, they are often unable 

to support families in addressing some of the underlying issues that result in CFS protection 

concerns.  Research has shown that culturally diverse families may experience intersectional 

challenges and discrimination related to language barriers, cultural misunderstandings, social 

isolation, poverty, unaddressed mental health issues, trauma, and settlement issues that may 

impact their ability to parent to the best of their ability. 9  

While CFS workers may not have the specialized knowledge and community connections to 

ensure these root-cause resettlement-related risk factors are adequately addressed, Cultural 

Brokers have the opportunity to provide information, referrals, and connections to specialized 

resources that can help culturally diverse families thrive in Canada.  By providing supports and 

referrals to address underlying issues, the Cultural Brokerage Program helps decrease the level 

of involvement of CFS with culturally diverse families by increasing families’ ability to thrive in 

Canada, provide safe home environments for their children to grow and develop. 

In total, 999 underlying issues were recorded for the 568 families supported through the 

Cultural Brokerage Program this year.  The four most common issues were:  

 

   
 

1. Parenting practices 
(39%) 

 

2. Lack of 

community  
(26%) 

3. Language barriers 
(15%) 

 

4. Mental health  
(15%) 

 

(See Appendix D for a full chart of underlying issues experienced by families, see Section 4.2 for a list of supports 

and connections provided by Cultural Brokers.) 

 

 

 

 
 

  

                                                           
9 LeBrun, A., Hassan, G., Boivin, M., Faser, SL, Dufour, S., & Lavergne, C. (2015).  
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4.0 What Support Was Provided to Families? 
 

4.1 Types of Involvement 
The work of Cultural Brokers ranges from upstream involvement with CFS to consult and 

provide guidance to direct contact with the family alongside a CFS assessment, to direct case 

management outside of the work of CFS and possibly extending beyond CFS involvement.  

 

 

 

This year, the Cultural Brokers were involved in a preventive, advising capacity with 490 

potential cases.  They were involved in providing cultural interpretation during 104 assessments 

and were able to support 437 families through direct case management parallel to a CFS case 

plan.  In total, 213 families were/are being provided follow-up support to ensure ongoing 

development and learning within families.      

 

4.2 Services Provided  
When Cultural Brokers work with a CFS-involved family, they directly support both CFS and the 

family through cultural interpretation that increases understanding between the two parties. 

Beyond cultural interpretation, Cultural Brokers provide direct case management support for 

families, which can include:   

 Cultural interpretation 

 Language interpretation 

 Education 

 Information on resources 

 Referrals to community resources 

 Assistance in accessing community resources 

 Support for CFS assessment 

 Court support 

 Follow up support 

 Support for case logistics 

 Other support 

Preventive Involvement 
No direct contact with family. 

Cultural interpretation, advice, 
support, and guidance for CFS 

worker. 

Direct Support with CFS 
Direct support and cultural 
interpretation between CFS 
worker and cultural family 

during an assessment 

Autonomous Direct Support 
Direct case management with 

families, autonomous from CFS 
but complementary to CFS case 
worker plan (e.g. resettlement 

support through CCIS) 

Follow Up Support 
Direct case 

management with 
families after CFS 

involvement ends. 

Increasing depth of Cultural Broker involvement 
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This year, the top five most frequently provided supports were:  

   

1. Follow up support 2. Cultural interpretation 
3. Information and 

resources 
  

  

4. Education 
5. Support for CFS 

assessment 
 

 

These are often supports that CFS workers cannot provide themselves (e.g. cultural 

interpretation) or that are more effectively provided by a Cultural Broker who is familiar with 

the service opportunities available for immigrants (e.g. information on community resources).  

The connection of families to additional supports enables CFS to close cases more quickly, 

conduct culturally responsive assessments, and when child safety is assured, avoid 

apprehensions. The supports also help ensure that families avoid CFS involvement in the future 

and are able to move forward and thrive in Canada.  
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5.0 What Social Impact was Created by 

Working with Families? 
 

This year, impact of the Cultural Brokerage Program has been explored in two ways:  

1. A Client Rated Outcome Exit Survey conducted with families at the end of 

their involvement with the Cultural Brokerage Program.  

 

2. Qualitative feedback gathered through: 

o Interviews with families involved in the program 

o Interviews with CFS frontline staff 

o A qualitative survey of CFS managerial staff 

o Interviews with partnering service providers in the community 

o A focus group with Cultural Brokers 

Outcomes tracked in the Client Rated Outcomes Exit Survey were recorded in the database 

over the course of the year as files were closed.  Interview data was coded and analyzed 

qualitatively. See Appendix B for survey and interview questions. 

5.1 Client Rated Outcomes  
Approximately 190 families completed the Client Rated Outcome Exit Survey as their 

involvement with the Cultural Brokerage Program came to a close. Other families may not have 

completed the survey as they are still involved with the program on an ongoing basis, or they 

did not wish to provide their feedback in this format.  

Overall, 95% of families felt that their family had benefited from the 

Cultural Brokerage Program. 

Another five percent felt that their family had somewhat benefited overall.  Specifically, 97% of 

families felt they had learned about resources they could access and 90% indicated that they 

had made connections in the community through the program.  91% of families said they felt 

more comfortable with government systems in Canada and that they could advocate on their 

own behalf better because of the program.  These results are similar to Client Rated Outcome 

Exit Survey results from last year, suggesting that the program continues to provide a high 

quality and impactful service for culturally diverse families. See Appendix E for more details.  
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5.2 Perspectives from Families 
In order to develop a more holistic understanding of the outcomes experienced by families, 

individual interviews were conducted with 11 families.  The interviewed families came from a 

variety of cultural backgrounds and had a variety of concerns that resulted in CFS involvement. 

All families who were interviewed felt that they had significantly benefited from involvement in 

the Cultural Brokerage Program.  Benefits highlighted by families included:  

 

 

 
Decreased fear and anxiety with 

CFS; Increased comfort and trust 

around CFS. 

 Increased ability to communicate 

perspectives, cultural nuance, and 

emotions to CFS. 
   

 

 

 

Increased connection to 

resources for immigrant families. 

 Increased understanding of CFS 

involvement and Canadian 

expectations. 
 

 

“[The Cultural Broker] was able to add a picture of what I was talking about and 

explain to [CFS] that what I am saying.” 

 

 

“I was very upset when CFS got involved, but it turned into a really positive thing. 

Without [the Cultural Broker] being in touch I’m not sure where it would have 

gone.  She’s a great sort of family-community liaison.” 

 

 

“I think it would have been difficult for me to explain what I’m going through.  

[The Cultural Broker] backed me up and said yes it’s ok to say all these things.” 

 

 

 “Because I don’t have anyone here like family to help me (I just have friends) 

[the Cultural Broker] was like one of my family.  She was always understanding 

me and always helping anytime I called her she would help me.” 
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“You really don’t know if people will trust you or not.  But with [the Cultural 

Broker’s] support CFS can see what I’m going through.” 

 

 

 “[The Cultural Broker] helped me to be more confident and also to trust [CFS].” 

 

 

“I thought this must be someone who knows my country – I was able to 

communicate and respond to [CFS]” 

 

Most families did not feel they had experienced any challenges related to the Cultural 

Brokerage Program. Some families suggested that the program could be improved if the 

Cultural Brokers had even more connections to specific resources such as housing or legal 

supports.  When asked about specific improvements that could be made to increase the impact 

of the program most families felt that expanding the program was the best way to increase 

impact.  They felt that it would be beneficial to have more after-hours support for families and 

even greater availability of Brokers.  

 

“There’s nothing to change!  If you have to improve something I don’t know – for 

me I got what I didn’t expect to get.  It’s like coming from zero and getting a ten 

so I don’t even know what eleven would look like.” 

 

 

“I was really surprised to get this kind of support, you know, I’m really happy.” 

 

 

“It’s a very good program for the government to set up for different cultures.” 

 

 

“If you can have people from different backgrounds and cultures to help others 

that’s really wonderful.” 
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5.3 Perspectives from Child and Family Services 
In total, interviews were conducted with 11 frontline CFS staff and an online survey elicited 

responses from 5 CFS managerial staff. Staff had a range of experience, from just under a year 

working with CFS to over 20 years working with CFS.  

CFS staff highlighted many benefits of the Cultural Brokerage Program and provided insightful 

suggestions for improvement.  For families, CFS staff felt that the program created significant 

impact including: 

 

   

Decreased fear and 

anxiety with CFS; 

Increased comfort and 

trust around CFS. 

Increased ability to 

communicate perspectives, 

cultural nuance, and 

emotions to CFS. 

Increased 

understanding of CFS 

role and Canadian 

expectations 
  

 
 

Better connection to 

information and 

community resources. 

Benefits from ongoing 

follow-up support after 

CFS involvement. 
 

 

“It has been helpful having a Cultural Broker go in and explain our role and have 

the families trust us more.” 

 

 

“When [a Cultural Broker] comes into the interview with me it’s a way more 

comfortable feeling for the family and for me.” 

 

 

“You can address some really touchy subjects when [a Cultural Broker] is there.” 

 

 

“It honestly take a load off of us as well – they’re able to do those community 

referrals.” 
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“Families view [Cultural Brokers] as a support person.  I think it’s amazing to have 

those relationships and I think those relationships are important to have.” 

 

 

“Brokers are able to make a family feel comfortable and less fearful of CFS” 

 

Beyond the impact of the Cultural Brokerage Program on families, CFS staff highlighted many 

benefits from the program on CFS as an organization and staff as individuals, such as:  

 

 

 

 

 

Increased ability to close 

cases faster, knowing 

families are supported. 

 
Decreased repeat 

involvement of families in 

CFS system. 

 
Expedited assessment of 

cases and connection of 

families to resources. 

    

 

 

 

 
 Increased understanding 

and trust between 

families and CFS. 

 Positive changes in CFS 

reputation amongst 

cultural communities. 
 

 

“If it wasn’t for [the Cultural Brokers] I would probably have opened a lot more 

investigations.” 

 

 

“Because they’re able to work with the families we’re not having to open 

investigations at the child protection level.  Really it’s a win for everybody.” 

 

 

“I just think that overall it helps us do our job better.  It makes us more tolerant 

and understanding of the issues our families are faced with.” 

 

 

“I like to think I’m quite sensitive to culturally diverse families, but with that said I 

think the Cultural Brokers broaden my perspective about cultural families.” 
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“It helps me to better understand where my clients are coming from too.  So it’s 

a benefit for both of us.” 

 

 

“It’s not just interpretation and translation – it’s beyond that!” 

 

 

“They bring a level of awareness that we lack agency-wide.” 

 

Most CFS staff did not feel they had experienced any challenges related to the Cultural 

Brokerage Program. Some CFS staff mentioned the potential conflict of interest within small 

cultural communities where the Cultural Broker may know the family involved, but staff felt the 

Brokers were professional in handling such cases and taking a step back when needed.  CFS 

staff also felt concern over the workloads of Cultural Brokers and their availability.  While they 

recognized the hard work of Cultural Brokers, they felt sometimes Broker availability was 

limited and other times Brokers were overstretched trying to meet demand.  

Individuals at CFS felt that training for new CFS staff on the roles of Cultural Brokers and new 

Cultural Brokers on the roles of CFS would ensure ongoing success of the program. They felt 

that this would help workers understand that Cultural Brokers are cultural interpreters rather 

than strictly language interpreters.  They also felt that cultural competency training for CFS as 

an agency would help increase staff capacity beyond the direct impact possible through 

involving Cultural Brokers.  

Overall, CFS staff repeatedly suggested that the program be expanded to meet current demand 

and offer the program more broadly throughout the city and during after hours.  Specifically, 

staff suggested expanding the program to include: 

 A female African broker 

 A male Middle Eastern broker 

 A Farsi-speaking broker 

 A South Sudanese broker 

 A Dinka-speaking broker 

 An additional Indian broker 
 

 

 “It is my opinion that the cultural broker program is one of the best, if not the 

best initiative that has come through Human Services over my 15+ years with the 

AB Government.” 

 

 

“The Cultural Brokerage program has had positive influence in our culture at CFS 

from frontline to our Leadership.” 
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5.4 Perspectives from Partnering Community Services 
Cultural Brokers often support families with referrals and connections to other services and 

supports in the community.  To better understand the impact of this support, 10 frontline staff 

from connected community service providers were interviewed. Agencies included:  

 Calgary Immigrant Women’s Association 

 Closer to Home 

 Homefront 

 Immigrant Services Calgary  

 Punjabi Community Health Services 

 Wood’s Homes 
 

Community service providers that had interacted directly with a Cultural Broker or had worked 

with families who had been supported by the Cultural Brokerage Program felt there were 

important benefits from the program including:   

 

 

 

 

 
Increased connection to 

resources for immigrant 

families. 

 Strengthening 

collaboration between 

services, families, and CFS. 

 Decreased 

misunderstanding and 

miscommunication. 
 

“[The Cultural Brokers] have been great with connecting with me immediately 

as soon as they get the referral.  The collaboration has been awesome!” 

 

“What I notice is they are able to identify what the client needs and connect 

them to client services.” 

 

“The Cultural Brokers are more aware of the resources available specific to that 

community so that there’s a lot more connection to resources than just the 

mainstream ones that I have.” 

 

“[Families] feel more confident that their message is getting across to me about 

what they need.” 

 

 

“[The Cultural Brokerage Program] develops a good collaboration of services.” 

 

 

“Once [families] trust the Cultural Broker they then trust the referrals.” 



 

21 
 

While community partners felt that the Cultural Brokerage Program was making good progress 

on creating positive social impact for culturally diverse families, they also felt that the program 

could continue to be improved.  Improvements mentioned by interviewees included: 

 Creating a clearer distinction for clients between CFS and the Cultural Brokerage 

Program, since families often see the two as one organization, and being cognizant of 

power dynamics created by this perception. 

 Ensuring the Cultural Brokerage Program does not duplicate other services. Several 

interviewees mentioned that currently there is some overlap that contributes to 

exhaustion and confusion for clients using services.   

 Referring clients on to specialized experts when needed rather than trying to address 

issues that may be beyond the mandate of the Cultural Brokerage Program.  

 Ensuring that Cultural Brokers follow partner agency procedures (e.g. referral 

procedures) to create a smoother process for staff and more seamless service 

experience for families.  

 Providing Cultural Brokers with specialized training (e.g. conflict resolution training, 

training on basic legal parameters like parenting orders, etc.) 

 

“It seems [clients] just feel a lot more supported and comfortable having the 

cultural broker here.” 

 

“[The Cultural Brokerage Program] gives the opportunity for clients to be 

understood and be connected to the right services.  By all means I think it is very 

positive and very important.” 

 

 

“It means a lot for the communities.  It’s doing a lot in the community with this 

program.” 
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5.5 Perspectives from Cultural Brokerage Program Staff 
Near the end of the program year, nine of the eleven Cultural Brokerage Program staff were 
engaged in a discussion with the evaluator about the impact they had perceived in their work.  
 
This year, program staff felt they were able to build on learnings from the pilot year of the 
program to deliver a more effective and impactful service. They felt the social impact of the 
program extended not only to families, but to CFS as an organization, individual CFS workers, 
community partners, and the Cultural Brokerage Program staff themselves.  They spoke of the 
potential for intergenerational impact created through the program and the importance of 
building healthy immigrant families and communities. Overall, they felt the program had 
contributed to:  
 

 

 

 

Strengthening collaboration 

between services, families, and CFS. 

 
Increased understanding and 

trust between families and CFS. 

   

 

 

 
Positive trajectories for immigrant 

families living in Calgary. 

 Increased capacity amongst 

families and also CFS. 

 
 

“We are affecting the families in a positive way and changing the perspectives 

of CFS.” 

 

 

“We’re giving families an opportunity to change their story.” 

 

 

“[CFS] really see us as an equal partner and respect us in our expertise.” 

 

 

“We work together to build discourse.” 

 

 

“We don’t judge – we make families feel as comfortable as possible.” 
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Cultural Brokerage Program staff brought up many of the same suggestions for improvement as 

other stakeholders.  They felt that a key component to the ongoing success of the program 

would be training for both CFS workers and Cultural Brokerage Program staff. 

In particular, Brokers mentioned that CFS case workers need ongoing training around when and 

how to involve Cultural Brokers and how to work with culturally diverse families in general.  For 

Cultural Brokers, training on specific subjects or issues (e.g. parenting orders) was articulated as 

a desire along with training and support for self-care activities.  Since most Cultural Brokers 

work independently within different CFS offices, they may feel isolated in the emotionally 

taxing work they are undertaking.  Support for self-care, whether through training or other 

means, was highlighted by the Cultural Brokerage team as an important aspect of program 

success going forward.  

Overall, as the program team reflected on the past year, they felt significant progress had been 

made in integrating this innovative program into the CFS system.  Amongst the team there was 

a lot of optimism about the growth and future impact of the program going forward.  

 

“CFS now clearly see that the culture impacts how families interact in Canada” 

 

 

“When we have really positive relationships with CFS the families benefit” 

 

 

“We’ve become part of [the CFS] team” 

 

 

“Sometimes CFS workers say to us: ‘We should have had this program a long 

time ago.’” 
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6.0 What Social Impact was Created by 

Supporting Community Capacity Building? 
 

The Cultural Brokerage Program recognizes that culturally diverse families are part of larger 

cultural communities and that these communities are a positive resource in influencing, 

supporting, and celebrating families.  The program works with communities, systems, and 

service providers to build trust, understanding, and capacity for cultural communities to 

support the wellbeing of families.  This includes: 

1. Working with cultural communities to create opportunities for dialogue with 

CFS and related systems (e.g. Calgary Police Service) to find positive solutions for 

families and learn about CFS mandate, approach, and objectives, dispelling community 

myths about CFS and building community trust of CFS. 

 

2. Working with CFS and other community service providers to develop 

culturally competent approaches to their work and positive perspectives on cultural 

communities and the impact of culture to increase cultural responsiveness within 

systems. 

The Cultural Brokerage Program also seeks to enable opportunities for ‘cultural kinship’ 

placements.  Currently, ‘kinship’ placements prioritize opportunities for children to live with 

another member of their family (e.g. an aunt) when their home situation is assessed by CFS to 

be unsafe.  ‘Cultural kinship’ placements would enable children to stay with another family or 

healthy community member within their own ethno-cultural or faith community when a 

familial option is not available.  Research has shown that this approach creates better outcomes 

for both children and families.10  It also potentially increases the engagement of cultural groups 

in constructive, solution-seeking relationships with CFS.  While the Cultural Brokerage Program 

has supported communities and CFS in exploring this opportunity, ongoing procedural 

developments within the CFS system are still underway to fully enable this option.  

The community capacity building work of the Cultural Brokerage Program was initiated in the 

pilot year of the program, but community development takes time.11  Important connections 

fostered and nurtured during the pilot year have resulted in positive social impact and 

important learnings this year.  

                                                           
10 Brown, J., George, N., Sintzel, J., St. Arnault, D. (2009).  
11 For more information on community development and community capacity building processes see: 
http://www.tamarackcommunity.ca/communitydevelopment  

http://www.tamarackcommunity.ca/communitydevelopment
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Impact of the Cultural Brokerage Program community capacity building efforts have been 

explored through program outputs and by interviewing/surveying key stakeholders including: 

 Interviews with community leaders from communities engaged through the program in 

2016: South Sudanese, Filipino, and Punjabi community leaders 

 Interviews with community service providers  

 Interviews with key CFS staff 

 An in-depth interview with the Cultural Brokerage Program Diversity Advisor 

In total, nine community development stakeholders were engaged in the evaluation.  

6.1 Working with Cultural Communities 
Working to support the capacity of cultural communities involves persistence and vision.  The 

first step for the Cultural Brokerage Program was understanding what community groups exist 

in Calgary (e.g.faith-communities, ethno-centric service providers, cultural re-connection 

associations, etc.)  Over 100 cultural groups were identified. 

The next step for the Cultural Brokerage Program was determining which groups of the 100 

identified were functional groups, and prioritizing outreach to groups based on: 

 Cultural Brokerage Program pilot year data demonstrating need 

 CFS data and perceptions of need 

 Community desire for engagement 

It is recognized within this process that over time different communities may emerge with 

priority needs and that cultural community outreach is an ongoing and flexible process for the 

Cultural Brokerage Program.  

After identifying groups, the Cultural Brokerage Program Diversity Advisor engaged with group 

leaders to develop opportunities for discussion, education, and direct interaction with CFS and 

related systems (e.g. Calgary Police Service).  Simultaneously, the Diversity Advisor worked with 

CFS and related systems to open opportunities for dialogue with communities.   In 2016, this 

resulted in: 

 Collaborative community forums with cultural community leaders and members, CFS, 

the Calgary Police Service, and related service providers for: 

o The Filipino Community (completed) 

o The South Sudanese Community (completed) 

o The South Asian Community (in-progess) 

 A community consultation with the Ehtiopian community involving community leaders 

(including faith leaders) and community members 

 A community consultation with the Calgary Cameroon Association at their Annual 

General Meeting 
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The consultations and forums resulted in opportunities for communities to develop:  

 

 

 

 

 

Increased awareness 

of child protection 

issues within 

communities. 

 Opportunities for dialogue about 

child protection issue between CFS 

and community groups and 

amongst community 

members/leaders. 

 
Increased 

understanding of 

the role and 

intention of CFS. 

 

Simultaneously, CFS was able to hear concerns, demonstrate a willingness to engage, and learn 

about cultural differences and nuances that may impact their work.  

 

“The workshop helped to build some trust between the community and CFS.”  

– Community leader 

 

 

“Any community doesn’t always view CFS in a positive way…but I think having 

these meetings so that the community members can come and ask questions 

and CFS can come and explain our role as CFS...I think that eases the tension 

between any group.” – CFS staff 

 

 

“It’s not erasing our cultural values, but incorporating them so that healthy 

families can be raised here.” – Community leader 

 

In developing the forums and consultations, the Cultural Brokerage Program encountered some 

challenges in engaging with different communities, including: 

 Difficulties understanding leadership roles and structure within communities 

 A need to understand the implications of historic cultural issues within communities 

(e.g. civil wars ongoing within the home country) 

 Challenges in encouraging communities to move beyond the stigma associated with 

child protection concerns to recognize issues within their communities.  

While the forums and consultations represent the Cultural Brokerage Program’s dedication to 

overcoming these engagement challenges, community stakeholders felt that follow-up and 

more opportunities for dialogue were needed to create lasting social impact. It was suggested 

that clearer ‘next steps’ and follow up tasks needed to be defined so that community groups 
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and systems could continue to pursue collaboration, with the support of the Cultural Brokerage 

Program, if needed.  

Cultural community leaders also commented that the Cultural Brokerage Program and CFS need 

to make greater efforts to recognize the capacity within communities for self-organization and 

advocacy.  Some community leaders felt that the Cultural Brokerage Program would benefit 

from having individuals from different cultural communities facilitate the development of 

forums and consultations, however limited resources were recognized as a potential barrier to 

this.   

“I have seen changes after the forum already.” – Community leader 

 

 

“I greatly appreciate that you made that initiative – it is the first step.  But when 

we take the first step there needs to be following steps.  There need to be 

subsequent steps for it to be successful.” – Community leader 

 

 

6.2 Working with CFS and Other Community Service Providers  
In order to support the development of mutual understanding and systems change, the Cultural 

Brokerage Program has worked with CFS and other community service providers to encourage 

the development of personal and organizational cultural competencies. To this end, the 

program has developed targeted trainings/presentations for CFS and other community service 

providers and sought out training/presentation opportunities including:  

Presentations at: Cross cultural capacity trainings with: 

 The Building Capacity: The Child, The Community, The 
Connection 2016 Peace Country Child Abuse 
Conference hosted by Caribou Child & Youth Centre in 
Grande Prairie 

 The International Congress for the Prevention of Child 
Abuse and Neglect (IPSCAN) 

 Foster parents fostering culturally diverse 
children 

 CFS staff in Edmonton (curriculum 
advisory) 

 City of Calgary Recreation staff 

 CFS staff at: 

 Coming Together to Empower Our Community: 
Sharing Resources for Supporting Newcomer Families 
service provider forum in Calgary 

 The International Day for the Elimination of Racial 
Discrimination in Calgary 

o Bowness office 
o After-Hours 

Team Calgary 
o South office 
o Airdrie office 

o Dover office 
o Forest Lawn office 
o Hunterhorn office 
o McKnight office 

 

Feedback from the training and presentations revealed that these activities are impacting both 

cultural awareness and culturally responsive practice.  Stakeholders suggested that the Cultural 

Brokerage Program resource could be extended to support other parts of the province, or 
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Cultural Brokerage Program knowledge could be disseminated to facilitate the creation of 

similar impactful programs in other communities.  

“We’ve seen this training move staff towards a more informed and more 

reflective practice.” – CFS Management 

 

 

“[Because of the training] I am better able to interact and understand the way 

that I present and interpret information from families” – CFS Case Worker 

 

 

“We’re talking about [this training] like another form of first aid training for the 

staff” – CFS Case Management 

 

The Cultural Brokerage Program was also able to facilitate consultations with key collaborative 

stakeholders and participate in community education events: 

 

Consultations with: Participation in:  

 City of Calgary around their Cultural Plan for 
Calgary 

 The Calgary Domestic Violence Collective around 
innovative systems response 

 The Calgary Police Service Diversity Resource 
team 

 The Punjabi Community Health Services team 

 An inter-faith open house with the 
Muslim Community Foundation of Calgary 

 A Muslin Foundation Event at the Calgary 
Islamic School 

 Anti-racism events connected with the 
International Day for the Elimination of 
Racial Discrimination 

 

Overall, the community capacity building work initiated through the Cultural Brokerage 

Program in the last two years has put in motion key discussions and actions that will contribute 

to a more culturally responsive and cooperative relationship between cultural communities and 

CFS.  While community development is a slow and ever-emerging process, the dedication and 

persistence of the Cultural Brokerage Program going forward will continue to enable positive 

changes in systems and communities that will ultimately benefit many culturally diverse 

families in Calgary.   
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7.0 Building Bridges through Cultural Brokerage 
Throughout the evaluation, key stakeholders spoke about the important ‘bridging’ role the 

Cultural Brokerage Program plays, supporting the development of collaboration between CFS 

and cultural communities, community service providers, and culturally diverse families as well 

as between community service providers and culturally diverse families and communities.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

“[The Cultural Broker] helped me really 

to trust [CFS] that they’re there not to 

divide the family but they’re there to 

support. That’s his role: to understand our 

culture and to be kind of a bridge.” 
- Cultural Brokerage Program Client 

“In the broader picture this 

program and our relationship with 

CCIS is really bridging the gap 

between CFS and our 

communities.” 
- CFS Management 

“Really the Cultural Brokers 

are a bridge between us 

and the cultural families 

that we work with.”   
- CFS Case Worker 

“It’s not only so  

much the community  

coming out and saying yes we are 

interested…I think it really bridges 

the gap of understanding.” 
- CFS Kinship Search Worker 

“The Cultural Brokers 

are kind of a bridge to 

other services.” 
- Community Service Provider 

Culturally Diverse  

Families 
CFS 

Cultural 

Communities 

Community 

Service Providers 
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8.0 Sharing Stories 
The social impact of the Cultural Brokerage Program will never be fully illustrated through 

numbers and analysis.  Stories of journeys connected to the program enable a glimpse into the 

lives of families impacted by the program.  The following stories illustrate important outcomes 

from the program and have been modified to protect identity. 

Avoiding Opening Cases When Children Are Safe 
A CFS worker needed to contact a culturally diverse family due to protection concerns.  When 

the worker tried to call the family, the father was confrontational, calling the CFS worker a 

racist and a liar and accusing the worker of trying to put down the family’s cultural group.  The 

CFS worker involved a Cultural Broker in talking to the family to explain the situation.  After the 

Cultural Broker had explained the role and mandate of CFS, the CFS worker was able to 

complete their assessment, discovering no protection concern and thereby avoiding opening a 

case.  According to the CFS worker there would have been no way to contact and work with the 

family without the Cultural Broker’s support and the case would have had to move into a more 

intensive assessment and possible apprehension.  Thinking about the case, the CFS reflected: 

“without the Cultural Broker I don’t know where I would have went with that file”. 

Expediting Child Safety and Case Closures 

A child from a diverse cultural family was apprehended by CFS due to protection concerns 

around inadequate supervision.  The father was averse to working with CFS and was not 

cooperating with their assessment.  A Cultural Broker was brought in to work with the father 

and was able to help him understand the reasons for the apprehension, the court process 

associated with an apprehension, and CFS’ conditions for the return of his child.  The Cultural 

Broker was able to provide cultural and language interpretation and a step-by-step 

support/assistance process was implemented with support from the CFS worker to address 

some of the challenges faced by the father (single father, underemployed, limited financial 

resources, recent immigration to Canada, and lack of housing options). A comprehensive 

support plan was developed and implemented that assisted the father in applying for Alberta 

Works, Calgary Housing, and the City of Calgary Fair Entry program. With the involvement of 

the Cultural Broker, the father cooperated fully with CFS. Within two weeks of the Cultural 

Broker involvement, the CFS conditions had been met for the child to be returned, the family 

court case was closed, and within a few more weeks CFS was able to close the case without any 

further involvement with the family.  

Enabling Child Safety through Community Service Connections 
A CFS worker involved a Cultural Broker with a family where there were issues with cross-

cultural parenting, resulting in protection concerns from CFS. While the children spoke English 

and felt at home in Canadian culture, the parents found English challenging and the Cultural 

Broker supported with both language and cultural interpretation. The Cultural Broker was 

involved from intake to assessment, being present during interviews, explaining to the family 
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the role of CFS, expectations in Canada and explaining to the CFS worker some of the family’s 

cultural norms.  The Cultural Broker was able to connect the family with referrals to community 

supports that would be culturally appropriate and able to serve the family in their language.  

According to the CFS worker: “[The Cultural Broker] connected the family to things I didn’t even 

know about.  He was pretty paramount to that investigation.  Because of his involvement and 

the referrals he made, we were able to close the file.” 

Cultural Kinship Connections and Beyond 
A Cultural Broker became involved with a family after CFS apprehended three children who had 

been severely physically disciplined.  The family is Muslim, and the incident happened during 

Ramadan (a very important time of year for the Muslim community), so the Cultural Broker 

reached out to the cultural community to find a culturally appropriate family where the 

children would feel comfortable and could be placed temporarily in cultural kinship care.  

Within a few days of working with the cultural community, the Cultural Broker was able to help 

identify a suitable cultural kinship placement.  

While the children were in care, the Cultural Broker continued to work with the parents, 

connecting them to community resources, like a Cross-Cultural Parenting Program, which the 

mother completed. The Cultural Broker also helped the family learn about physical discipline 

expectations and the law in Canada as well as positive parenting techniques they could use.  

After witnessing significant changes and understanding in the parents, the Cultural Broker 

testified in Court regarding the work that has been done with the family and the future plans 

working with the family. After two months, the children were returned to the family under 

supervision order and the Cultural Broker is still involved with the family, connecting them with 

resources to enable their success (e.g. ESL classes), and supporting a connection to their 

cultural community. 
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9.0 Moving Forward Together  
This year’s evaluation of the Cultural Brokerage Program demonstrated that not only has the 

program maintained the initial success achieved in the pilot year of the program, but it has 

expanded its social impact to more families and cultural communities.  The evaluation has 

shown that the program is creating better experiences and outcomes for culturally diverse 

families involved with CFS and that internal cultural responsiveness capacity at CFS is being 

supported by the program.   

The program has decreased the fear and anxiety of culturally diverse families who are involved 

with CFS and has successfully supported families in addressing underlying issues that lead to 

CFS involvement.  By changing interactions and connecting families to resources, the Cultural 

Brokerage Program has supported families in providing a safe and healthy environment for 

their children to grow and develop, decreasing the possibility that they will become involved 

with CFS again in the future.  The persistent community development work pursued by the 

Cultural Brokerage Program is also starting to result in positive community-wide shifts in 

perception about the role of CFS as an organization and their abilty and desire to support the 

wellbeing of cultural communities. With two years of positive evaluation results, opportunities 

to establish the Cultural Brokerage Program as an emerging practice model may be sought. 

Based on learnings from this year’s evaluation, the following five recommendations are put 

forward:  

1. Continue the program and seek opportunities to expand.  
Given the significant social impact created by the program since its inception, it is 

recommended that the program continue in its work with individual families, cultural 

communities, and systems.  Based on demand for the program and program statistics 

demonstrating family needs, it is also recommended that the program seek 

opportunities to expand its reach.  Recommended expansions include: 

 A larger Cultural Brokerage Program team so that after-hours support can be 

offered and/or more CFS offices in Calgary can benefit from the program 

 In expanding the Cultural Brokerage Program team, prioritize the addition of: 

o A South Sudanese broker 

o A female African broker 

o A male Middle Eastern broker 

o A Dinka-speaking broker 

o A Farsi-speaking broker 

o An additional Indian broker 

 The addition of a domestic violence specialist to support the 44% of clients with 

identified domestic violence concerns, since domestic violence impacts not only 

parents and adults but also the children that CFS seeks to protect. 
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2. Seek Collaborative Opportunities with Other Community 

Service Providers to Avoid Duplication of Services.  
In order to maximize resources and avoid exhausting families with services, it is 

recommended that the Cultural Brokerage Program review service options available in 

the community and in connection with CFS to ensure services are not duplicated.  If 

duplication or overlap is occurring, it is recommended that the Cultural Brokerage 

Program work collaboratively with other service providers to find productive solutions 

to the duplication (e.g. a referral process for specific client needs, clear definition of 

roles/mandates, etc.)  
 

3. Create Clear Objectives and Next Steps for Work with Cultural 

Communities and Ensure Follow-Up Support is Provided.  
While the community development activities of the Cultural Brokerage Program have 

begun to create impact within cultural communities and systems, following up on 

successful activities will help maximize the social impact that is realized.  By creating 

clear objectives for systems and communities, engagement can be increased and a 

common agenda can be pursued, including collaboratively established next steps that 

delineate responsibilities so that stakeholders are clear on their roles and the intended 

impact of activities.  

 

4. Seek ways to Leverage Community Capacity.   
While the expansion of the cultural brokerage team can help address specific emerging 

needs, there may be opportunities to leverage the commitment of key community 

members to support the work of the program, particularly in community capacity 

building.  When engaging with communities, it is recommended that the Cultural 

Brokerage Program seek to empower key dedicated community members to take on 

leadership roles in creating positive social impact.  This will help ensure the impact of 

the program becomes embedded in the community and can endure into the future.   

 

5. Ensure Cultural Brokerage Program Staff Receive Adequate 

Training and Support.  
The work of the Cultural Brokerage Program staff can be isolating and emotionally 

taxing.  It is important to ensure staff receive adequate training and support for self-care 

and the work that they undertake.  This will help staff to thrive and maximize their 

potential when supporting families.   
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Appendix B: Data Collection Tools 
Client Rated Outcomes Section – CCIS Cultural Broker Program Exit Form 

With my Cultural Broker I….. 
Disagree 

Somewhat 
Disagree 

Somewhat 
Agree 

Agree 

1. Learned about resources I can access     

2. Have been able to connect with people in my community     

3. Feel like I can get what I need for myself and my family     

4. Feel more comfortable with government systems in Canada     

5. Feel like I have goals or a plan of action     

6. Feel like my family has benefited overall     

 

Interview Questions for Child and Family Service Frontline Staff 

In 2014 Calgary Catholic Immigration Society (CCIS) established the Cultural Brokerage Program to address a need 

for enhanced culturally competent services for immigrant children and families involved with Calgary Child and 

Family Services (CFS). The overall objective of the program is to work together with CFS to increase collaboration, 

engagement, and partnership with culturally diverse communities in Calgary, and strengthen community capacity 

within Calgary’s multicultural communities. 

Last year, an external evaluation of the program revealed that it is having significant impact.  CCIS has engaged 

Constellation Consulting Group again this year to build on last year’s learnings and uncover learnings from the 

program this year. To this end, we are currently seeking your feedback as a stakeholder in the implementation of 

the program. 

The interview shouldn’t take more than 15 minutes to complete and your responses will be kept confidential with 

the external evaluator.  All data will be reported in an aggregate manner without identifying any individual 

respondent.  Some quotes from interviews may be included in the final report, however no names will be attached 

to quotes.  You can stop the interview at any point, and if you decide after the interview that you do not want your 

views included in the evaluation you can let us know and we’ll remove your responses.  Before we start, do you 

have any questions about the evaluation? 

1. How long have you worked with CFS? Have you had the same role the entire time? 

2. In a typical month, how many culturally diverse families would you estimate you work with?  Which 

cultural backgrounds are they primarily from?  How many would you estimate are newcomers to Canada? 

3. When working with culturally diverse families have you ever involved a Cultural Broker? How often would 

you estimate you involve a Cultural Broker in a typical month? 

4. What are the reasons why you might choose to involve a Cultural Broker?  

       [Prompts] 

a. What benefits do you see from the involvement of a Cultural Broker? 

b. In what ways does CFS as an organization benefit from the Cultural Brokerage Program? 

5. For you personally, do you feel like the availability of Cultural Brokers has changed your approach or 

perspective when working with culturally diverse families? 

6. What challenges have you faced with respect to the involvement of Cultural Brokers? 

7. What could change to make the Cultural Brokerage Program even more effective? 

8. Do you have any stories you could share about the impact of the Cultural Brokers? 

9. Is there anything else you would like to share? 
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If you think of anything else that you would like to include in the evaluation, or if there is anything that you said 

that you would like to change or remove, please feel free to call me at 403-923-7611 or email me at 

anne@constellationconsulting.ca.  The evaluation report is being prepared for December 2016 and results can be 

shared with you once the evaluation is finalized. 

Thank you for your participation and contribution to the evaluation of CCIS’ Cultural Brokerage Program.   

Interview Questions for Cultural Brokerage Program Clients 

We want to know how well the Cultural Broker program for families like yours.  We also want to know what could 

be done better in the program so that families like yours will have a good experience.  We would love to hear 

about your experience working with Cultural Brokers and Child and Family Services (CFS). 

Your responses will be kept confidential – they will not be shared with the Cultural Brokers or Child and Family 

Services (CFS).  Any information you share will not affect your relationship with the Cultural Brokers or Child and 

Family Services. Any information that is reported will not have your name or any other information about you 

included, so no one will know that the answers are yours.   

1. How did the Cultural Broker* help your family? 

         [Prompts] 

a. What sorts of services did they connect you with? 

b. Did they help you understand what was going on? 

c. Were they able to help Child and Family Services understand you (your views, your culture, your 

position, etc.)? 

2. Can you tell me about what you think would have happened if the Cultural Broker wasn’t involved?  

      [Prompts] 

a. What would your situation be if the Cultural Broker didn’t help? 

3. What could be improved about working with the Cultural Broker? 

4. Were you involved with Child and Family Services (CFS) before you had a Cultural Broker? If yes, do you 

feel like your work with CFS was different once you had a Cultural Broker? (If no, skip to last question) 

What was different? 

5. Is there anything else you would like to share about the Cultural Broker Program? 

 

*Note: may insert Broker name for clarity with family 

If you think of anything else that you would like to include in the evaluation or if you would like to change or 

remove any of your answers please feel free to call me (Anne) at 403-923-7611 or email me at 

anne@constellationconsulting.ca.  The evaluation report is being prepared for December 2016 and results can be 

shared with you once the evaluation is finalized. 

Thank you for your participation and contribution to the evaluation of CCIS’ Cultural Brokerage Program.   

Interview Questions for Cultural Community Leaders and Community Development Contacts  

*Note: Delivered as a qualitative online survey if stakeholder unavailable for interview  

In 2014 Calgary Catholic Immigration Society (CCIS) established the Cultural Brokerage Program to address a need 

for enhanced culturally competent services for immigrant children and families involved with Calgary Child and 

Family Services (CFS). The overall objective of the program is to work together with CFS to increase collaboration, 

mailto:anne@constellationconsulting.ca
mailto:anne@constellationconsulting.ca
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engagement, and partnership with culturally diverse communities in Calgary, and strengthen community capacity 

within Calgary’s multicultural communities. 

Last year, an external evaluation of the program revealed that it is having significant impact.  CCIS has engaged 

Constellation Consulting Group again this year to build on last year’s learnings and uncover learnings from the 

program this year. To this end, we are currently seeking your feedback as a stakeholder in the implementation of 

the program. 

The interview shouldn’t take more than 15 minutes to complete and your responses will be kept confidential with 

the external evaluator.  All data will be reported in an aggregate manner without identifying any individual 

respondent.  Some quotes from interviews may be included in the final report, however no names will be attached 

to quotes.  You can stop the interview at any point, and if you decide after the interview that you do not want your 

views included in the evaluation you can let us know and we’ll remove your responses.  Before we start, do you 

have any questions about the evaluation? 

1. What community do you work with? What is your role within this community? 

2. Have you interacted with William Yimbo with the Cultural Brokerage Program?   

3. What benefits have you seen for your community from the Cultural Brokerage Program?  

4. In what ways does CFS as an organization benefit from the Cultural Brokerage Program? 

5. What challenges do you see with the Cultural Brokerage Program? 

6. What could change to make the Cultural Brokerage Program even more effective? 

7. Do you have any stories you could share about the impact of the Cultural Brokers? 

8. Is there anything else you would like to share? 

Online survey questions for CFS Management Staff 

In 2014 Calgary Catholic Immigration Society (CCIS) established the Cultural Brokerage Program to address a need 

for enhanced culturally competent services for immigrant children and families involved with Calgary Child and 

Family Services (CFS). The overall objective of the program is to work together with CFS to increase collaboration, 

engagement, and partnership with culturally diverse communities in Calgary, and strengthen community capacity 

within Calgary’s multicultural communities. 

Last year, an external evaluation of the program revealed that it is having significant impact.  CCIS has engaged 

Constellation Consulting Group again this year to build on last year’s learnings and uncover learnings from the 

program this year. To this end, we are currently seeking your feedback as a stakeholder in the implementation of 

the program. 

The interview shouldn’t take more than 15 minutes to complete and your responses will be kept confidential with 

the external evaluator.  All data will be reported in an aggregate manner without identifying any individual 

respondent.  Some quotes from interviews may be included in the final report, however no names will be attached 

to quotes.  You can stop the interview at any point, and if you decide after the interview that you do not want your 

views included in the evaluation you can let us know and we’ll remove your responses.  Before we start, do you 

have any questions about the evaluation? 

1. In what ways does CFS as an organization benefit from the availability and involvement of Cultural 

Brokers? 

2. From your perspective, has the availability of Cultural Brokers changed staff interactions with culturally 

diverse families?  What types of changes have you observed? 
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3. From your perspective, has internal organizational culture at CFS changed at all because of the Cultural 

Brokerage Program? Have you seen changes in cultural awareness and responsiveness? 

4. What challenges have you observed with respect to the Cultural Brokerage Program? 

5. What could change to make the Cultural Brokerage Program even more effective? 

6. Do you have any stories you could share about the impact of the Cultural Brokers? 

7. Is there anything else you would like to share? 

 

If you think of anything else that you would like to include in the evaluation, or if you would like to change or 

remove any of your responses, please feel free to call me at 403-923-7611 or email me at 

anne@constellationconsulting.ca.  The evaluation report is being prepared for December 2016 and results can be 

shared with you once the evaluation is finalized. 

Thank you for your participation and contribution to the evaluation of CCIS’ Cultural Brokerage Program.   

Focus Group Questions for Cultural Brokers  

This focus group is intended to gather information on the process of the Cultural Brokerage Program at the end of 

the first year.  Information provided will be anonymous and used for program improvement and updating the 

evaluation framework.  This is a point to check how things are going, and ensure the program can be responsive to 

needs as they arise.  

1. What changes, if any, have you observed in the families that you’ve served this year?  

2. What changes, if any, have you observed amongst CFS staff or the CFS system this year?  

3. Have you observed any differences in the execution of the Cultural Brokerage Program this year 

compared with last year?  What types of differences? 

4. What types of needs have you observed amongst clients this year?  Are they different than last year? 

5. Overall, what has been most positive about being a Cultural Broker this year?  

6. What challenges have you encountered as a Cultural Broker this year? 

7. What, if anything, could be changed about the program to make it even more effective going forward?  

8. Anything else to share? 

  

mailto:anne@constellationconsulting.ca
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Appendix C: Program Logic Model 
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Appendix D: Underlying Issues Experienced by 

Families 
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Appendix E: Client Rated Outcome Exit Survey 

Responses 
 

Outcome question N 
% Somewhat 

disagree 
% Somewhat 

agree 
% Agree 

Through my Cultural Broker I learned about resources I 
can access 

189 
0% 3% 97% 

Through my Cultural Broker I have been able to connect 
with people in my community 

178 
1% 9% 90% 

Because of my Cultural Broker I feel like I can get what I 
need for myself and my family 

187 
1% 7% 91% 

Because of my Cultural Broker I feel more comfortable 
with government systems in Canada 

189 
2% 7% 91% 

With my Cultural Broker I feel like I have goals or a plan 
of action 

185 
1% 12% 87% 

Because of my Cultural Broker I feel like my family has 
benefited overall 

189 
0% 5% 95% 

*Note: No families indicated that they disagreed with the statements. 


