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Abstract

Research on immigrants and refugees in Canada has focused mainly on immigration,
immigration policy, and settlement sector developments, with a dearth of studies on
settlement service agencies. This study focused on the genesis and evolution of one
service provider in Newfoundland and Labrador. The purpose of this research was to
explore the efforts of this organization to assist with settlement and integration. Three
aspects of settlement were explored: settlement services, language education, and labour
market integration. This qualitative research used a case study methodology. Data was
generated through data analysis and semi-structured interviews. The study provides
information about and insight into an organization that has not been previously
documented or fully recognized. It also forefronts considerations for the provision of
ongoing and future programs and services. This research has important considerations for

similar organizations, as well as for policymakers, educators and researchers.

Key Words: Refugees, Immigrants, Settlement Services, Language Instruction for
Newcomers to Canada, Association for New Canadians, Newfoundland and Labrador.
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1979:

1981:

Timeline

Founding of Friends of the Refugees in St. John’s, Newfoundland and
Labrador.

Name changed to Association for New Canadians (ANC).

Early-mid-80s: Increased numbers of refugee claimants defecting in Gander, NL.

1986:

1986:

1990:
1990:
1992:

Early 90s:

1990:

1992:

1992:

1993:

1996:

1996:

1997:

Introduction of the pilot program, Settlement Language Training

Program (SLTP). The ANC receives funding to offer this program.

Childminding program is created to offer childcare for students enrolled
in SLTP.

Numbers of refugee claimants reach “crisis” proportions.
Visa Regulation instituted on flights travelling through Canada.
Full-time temporary worker in Gander to work with refugee claimants.

Significant expansion of the organization as a result of the increased
numbers of refugee claimants needing service.

SLTP becomes regular program and name is changed to Settlement
Language Program (SLP).

Introduction of Language Instruction for Newcomers to Canada (LINC)
Program at levels 1-3. ANC obtains contract to offer LINC classes at
three levels.

LINC childminding program provides childminding services for students
enrolled in LINC program.

Introduction of Labour Market Language Training (LMLT). Previous to
this, small contracts for Job Finding Clubs.

New Employment Initiative to deal with increased numbers of
immigrants seeking employment- Pre-Employment Readiness Program.

Introduction of Canadian Language Benchmarks (CLB).

Introduction of levels four and five of LINC.

Xi



1998:

2000:

2000:

2001:

2004:

2005:

2006:

2006:

2007:

2007:

2008:

ANC establishes the Coordinating Committee on Newcomer Integration
(CCNI)

ANC offers language classes at level four.
ANC offers literacy class.
ANC offers language classes at level five.

AXIS Career Services Divisions of the ANC — a rebranding and new
strategic direction.

Consultations began to establish immigration policy for NL.

Provincial Government began publication of The Newcomer, a
newsletter on immigration.

Establishment of two childcare centres at the ANC. Former LINC
childminding centre is divided and International Friends registered
daycare is created.

Addition of two more literacy level classes.
Provincial government launched a provincial immigration strategy.

Opening of the Office of Immigration and Multiculturalism.

Xii
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International Medical Graduate
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Glossary of Terms

Business immigrants: Permanent residents in the economic immigrant category selected
on the basis of their ability to establish themselves economically in Canada through
entrepreneurial activity, self-employment or direct investment. Business immigrants
include entrepreneurs, self-employed people and investors. The spouse or common-law

partner and the dependent children of the business immigrant are also included in this
category.

Family class: Permanent residents sponsored by a Canadian citizen or a permanent
resident living in Canada who is 18 years of age or over. Family class immigrants include
spouses and partners (i.e., spouse, common-law partner or conjugal partner); parents and
grandparents; and others (i.e., dependent children, children under the age of 18 whom the
sponsor intends to adopt in Canada, brothers, sisters, nephews, nieces, and grandchildren
who are orphans under Immigration overview 118 Citizenship and Immigration Canada
18 years of age, or any other relative if the sponsor has no relative as described above,
either abroad or in Canada). Fiancés are no longer designated as a component of the
family class under the Immigration and Refugee Protection Act.

Government-assisted refugees: Permanent residents in the refugee category who are
selected abroad for resettlement to Canada as Convention refugees under the Immigration
and Refugee Protection Act or as members of the Convention Refugees Abroad Class,
and who receive resettlement assistance from the federal government. Government
assisted refugees are also referred to as government sponsored.

Immigrant: An immigrant is a person who chooses to settle permanently in another
country; the emphasis is on choice rather than being forced to leave.

Immigration and Refugee Protection Act (IRPA): Federal legislation respecting
immigration to Canada and the granting of refugee protection to people who are
displaced, persecuted or in danger. IRPA received royal assent on November 1, 2001 and
came into effect on June 28, 2002. (Citizenship and Immigration Canada(CIC) Website,
2012)

Permanent residents: People who have been granted permanent resident status in
Canada. Permanent residents must live in Canada for at least 730 days (two years) within
a five-year period or risk losing their status. Permanent residents have all the rights
guaranteed under the Canadian Charter of Rights and Freedoms such as equality rights,
legal rights, and mobility rights, freedom of religion, freedom of expression and freedom
of association. They do not, however, have the right to vote in elections.
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Privately sponsored refugees: Permanent residents in the refugee category who are
selected for resettlement in the Convention refugees abroad class, the source country
class or the country of asylum class and who are privately sponsored by organizations,
individuals or groups of individuals.

Provincial or territorial nominees: Economic immigrants selected by a province or
territory for specific skills that will contribute to the local economy to meet specific
labour market needs. The Regulations establish a provincial or territorial nominee class,
allowing provinces and territories that have agreements with Citizenship and Immigration
Canada to nominate persons to go to that province. A nominee must meet federal
admissibility requirements, such as those related to health and security.

Refugees: Permanent residents in the refugee category include government-assisted
refugees, privately sponsored refugees, refugees landed in Canada and refugee
dependants (i.e., dependants of refugees landed in Canada, including spouses and
partners living abroad or in Canada).

Refugee claimants: Temporary residents in the humanitarian population who request
refugee protection upon or after arrival in Canada. A refugee claimant receives Canada’s
protection when he or she is found to be a Convention refugee as defined by the United
Nations 1951 Geneva Convention Relating to the Status of Refugees and its 1967
protocol, or when found to be a person needing protection based on risk to life, risk of
cruel and unusual treatment or punishment, or danger of torture as defined in the
Convention Against Torture. A refugee claimant whose claim is accepted may make an
application in Canada for permanent residence. The application may include family
members in Canada and abroad. Refugee claimants are also known as asylum seekers.

Skilled workers: Economic immigrants selected for their ability to participate in the
labour market and to establish themselves economically in Canada. Skilled workers are
assessed on the basis of selection criteria that stress, for example, education, language
ability and skilled work experience.

Source: Research and Evaluation Branch Citizenship and Immigration Canada. (2011).
Canada Facts and Figures: Immigration Overview Permanent and Temporary Residents
- 2010. 117-123. Ottawa, ON: Minister of Public Works and Government Services
Canada. Retrieved from: http://www.cic.gc.ca/english/pdf/research-stats/facts2010.pdf
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Chapter One

Introduction

The Association for New Canadians (ANC) is a non-profit, community-based
organization located in St. John’s, Newfoundland and Labrador. It originated as Friends
of the Refugees in 1979 and was renamed the Association for New Canadians in 1981.
The ANC is a service providing organization (SPO) that provides settlement and
integration services for Government Assisted Refugees (GAR), Privately Sponsored
Refugees and other Permanent Residents (PR')‘ While founded as an agency that
essentially offered ““settlement™ assistance, the ANC has gone through considerable
expansion and the programs and services offered currently include settlement information
and orientation, language training, skills development and employment readiness. There
has been extensive development of the settlement sector in Canada. These developments
have been significantly influenced by government policy and decisions with respect to
immigration and immigration policies. The increased commitment to immigration by all
levels of government has impacted on the development of the settlement sector. Thus,
the ANC has developed in conjunction with and in response to developments in the

national settlement sector.

The programs and services offered by the ANC are designed to support all aspects of
newcomer integration. At the time of this research (2012), the ANC has 60 full-time

employees and more than 100 volunteers. Programs and services offered include the

Y nroughout this thesis | use the term immigrant in the general sense of the word to refer to various
groups who emigrate.



following: Resettlement Assistance Program (RAP); Settlement, Orientation and

Integration Services, Language Training and Assessment Services;

Distance English as a Second Language (ESL) Programs; Volunteer Connections
Programs; Settlement Workers in the Schools Program (SWIS); Acquiring Experience
Integrating Skills (AXIS) Career Services; Targeted Programming for Children, Youth,
Women and Men; Diversity Training/Public Education Projects; Support Services
(Child-minding, Daycare, Toll Free Helpline, Transportation, Interpretation) and

Capacity Building Projects (ANC Website, 2010).

The ANC is the only federally funded organization providing integration and settlement
services for newcomers in the province of Newfoundland and Labrador. The range of
programs and services provided helps to ease the transition to life in Canada. The ANC
has served a continually changing demographic over the past 32 years and has developed
new programs, services and initiatives in response to the changing needs of its clientele.
This response is an attempt to help newcomers meet the challenges of adapting to life in a
new country and a new culture. In recent years the ANC has also offered programs to

Canadians to increase cross cultural awareness and understanding.

One of the key aspects of assisting with settlement and integration is language education.
The ANC has been offering English as a Second Language (ESL) training to immigrants
and refugees since 1986 (Budden, as cited in Bassler, 1990). The Association for New
Canadians Adult ESL Language Training Centre offers English classes for immigrants

and refugees. The language program offered by the ANC is Language Instruction for



Newcomers to Canada (LINC). This program was created by the former Canada

Employment and Immigration Commission” (CEIC) in 1992 and is designed to assist
adult learners in acquiring the language skills necessary to settle and integrate into
Canadian society. Funding is provided by Citizenship and Immigration Canada and the
program is free of charge to adult permanent residents. It is available on both a full and
part-time basis. The ANC offers classes that range from levels one to five, according to
the Canadian Language Benchmarks (CLB). The CLBs are a standard for describing,
measuring and recognizing proficiency in English of adult immigrants in Canada (Centre
for Canadian Language Benchmarks (CCLB) Website, 2012). As well, classes are
offered at the pre-benchmark or literacy level. AXIS, the employment and career services
centre of the ANC, also provides preparation classes for individuals who are preparing to
write the Test of English as a Foreign Language (TOEFL). TOEFL is a test that evaluates
English language use and understanding in academic settings. In addition to daytime
classes there are a range of programs provided for those unable or ineligible to attend at
this time. These include the Itinerant Program, Outreach Tutor Program, LINC Home

Study, ESL evening classes and evening pronunciation classes (ANC, 2010).

The ANC has a range of clients with various levels of linguistic competencies and a
range of needs. They vary from people who have lower levels of literacy in their own

language to those who those who are ready to move into TOEFL preparation classes.

1t is now Citizenship and Immigration Canada (CIC).



Locating the Author

My involvement with the ANC began as a volunteer. From this unpaid position, | moved
into a full time. paid position as a language instructor at the ANC Adult ESL Language
Training Centre. | worked with the ANC for ten years and taught various levels of the
language program. My work with the ANC has been rewarding and fulfilling and |
believe that the organization makes a real difference in peoples’ lives. I have firsthand
knowledge of many of the difficulties that immigrants and refugees encounter throughout
the settlement process. As well, | am aware of the many challenges and frustrations for
people who are unable to communicate because of language barriers. My knowledge of
the issues and challenges newcomers face has come through my experience working with
diverse groups of people. Idid not have any prior knowledge as | am a White, Anglo-
Saxon, English speaking Canadian woman. | am committed to cross cultural dialogue and
have studied in this area. | work to be aware of how social position both enables and

inhibits dialogue and insight.
Purpose of Research

This qualitative research used a case study methodology to describe the genesis and
evolution of the settlement services and language training programs offered by the ANC.
The purpose of settlement programs is to aid in the “successful settlement and integration
of immigrants into the social, economic, cultural and political life of Canada™ (Canadian
Council for Refugees (CCR), 2000, Preamble section, para. |). While settlement

programs are primarily the responsibility of the federal government, local agencies play a




key role in the delivery of settlement services (CCR, 2000, Settlement Organizations

section, para. |). The responsibility for the design and delivery of settlement services lies
with the settlement service provider, however CIC is directly responsible for specific
services, e.g. information provision and other services are delivered overseas (CIC

Website, 2011).

Service provider organizations respond to the individuals they are serving and it is an
ever-changing demographic. As Sethi (2009) suggested, a changing demographic
requires a re-evaluation of settlement supports and interventions for new groups of
immigrants. Consequently, organizations must evolve and adapt and adjustments and

changes are often made at the local level.

A key aspect of this research is the LINC program and studies have demonstrated the
importance of language skills for settlement and integration (CIC, 2012; Gormley & Gill,
2007). Thus, at the ANC, “the aim of the [language] program is to assist adult learners in
acquiring the language skills to settle and integrate into Canadian society™ (ANC, 2010).
Language is crucial for everything from day to day living to gaining employment. It can
be an enormous barrier and certainly an impediment to integration. Kathleen Vance
(2011) a veteran ESL teacher, aptly described the importance of language to newcomers.
She stated, “‘and everyone [wants] nothing more than to learn the English they [need] to
get on with their varied lives™ (p. 6). LINC cannot be studied and discussed without a
sense of developments in and overview of other sectors within the organization. These

interconnections are part of the inter-agency context that was very clear in the interviews.



This interconnection is reflected in the data and it is necessary to outline all sectors in

order to understand one.

Significance of the Study

The paucity of research on the ANC and the provision of settlement services in the local
context indicated a need for further research. Although the provision of settlement
services for immigrants and refugees is a Federal responsibility, the context in which
services are delivered is significant. Thus, a key question in this study is how have
programs and services evolved and been adapted in the local context to meet the needs of
particular demographics. Vineberg (2012) suggested that a history of services for
immigrants had not been published prior to his work. While there has been extensive
research on the modern settlement sector in general, investigations into how individual
organizations have responded as well as their development are lacking. Vineberg (2012)
noted the importance of documenting the past so as not to repeat past mistakes or
“[abandon] successful practices due to a simple lack of knowledge of our past™ (p. 68).
This observation is pertinent to the need for this particular research. The record for the
ANC does not exist and in consideration of future directions it is valuable to consider the
past. As Tilson (2010) observed, because of Canada’s history of welcoming and
providing settlement services for immigrants, there are many “mature and well-
established” organizations that can offer insights and ““the situation is ripe for learning
from best practices from across the country” (p. 15). Hence, this work can be relevant on

both a local and national level.




Research Questions

The control question 1 explored is how programs and services offered by the Association
for New Canadians have developed and evolved since its inception in 1979. The
following additional research questions were investigated: What programs were offered
initially? What was the impetus for these programs? How did these programs evolve and
change? What precipitated the change in these programs? How do these changes address
the needs of newcomers? What language programs were offered initially? How have

current gaps been addressed?
Significance of the Problem

This research is groundbreaking in that it will contribute new and valuable knowledge of
the ANC. Furthermore, it will document the history of the organization and recognize the
contribution the organization has made in the lives of newcomers to the province. The
research will assist people in working for the betterment of this particular group.
Potentially, newcomers can be a very vulnerable population and it is essential to ensure
the provision of programs and services that adequately and appropriately meet their

needs. The provision of proper programs and services is a social justice issue. Programs

society enhances quality of life. A key aspect of this research is the improvement of the
quality of life for individuals who are immigrating and adjusting to life in a new country.

that better enable immigrants and refugees to adjust, integrate and function in a new
Programs and services for immigrants that help to ease the transition to life in Canada are



fundamental. This research forefronts some of the issues that may assist in the provision

of better programs and services for immigrants.

This research may provide insight and direction for those involved in the delivery of

programs and settlement services for immigrants and refugees.

Limitations of the Study

This research was conducted on one organization and in one context and therefore the
findings may only be relevant to this particular context. Furthermore, the sample size
was relatively small so the findings of this research may not be generalizable. However,
the study contributes an understanding of the central phenomenon in this study. Research
was conducted with current and former staff members of the organization. Interviews
with refugees and immigrants who avail of the services of the organization might ensure
more depth and breadth in the research. The perspective of individuals from other
cultures and countries would offer a more intimate understanding of the issues and
concerns of newcomers. I am limited by my socio-cultural background. Although efforts
were taken to control researcher bias and ensure the validity of the research, complete

objectivity cannot be achieved.

Qutline of Chapters

In chapter two I outline the methodology used to conduct this research and demonstrate
why this particular approach was taken. Chapter three provides a historical overview on

settlement services, immigration, and immigration policy in Canada. It provides




extensive background knowledge on areas relevant to this study. In chapter four I discuss

the ANC within both a local and national context. Chapter five traces the introduction

|
|
|
|
the inception of the organization and the development of the settlement services sector of l
|
|
|

and development of language programs offered by the ANC. Furthermore, it focuses on

provides a history of the development of the third sector of growth and development in

the introduction of the LINC program and its expansion and development. Chapter six
the organization, the employment division of the ANC. Chapter seven offers
|
|

recommendations and suggestions that arose from this study.




Chapter Two

Methodology

Introduction

This qualitative research used a case study methodology to describe the genesis and
evolution of the Association for New Canadians in St. John’s, Newfoundland and
Labrador. One aspect of the research was an examination of the evolution of educational
programs and settlement services offered by the organization. Key to this research is the
local response to meeting the needs of the immigrants and refugees in Newfoundland and
Labrador whom the organization serves and has served. A study is necessary if research
is lacking on a particular topic and further investigation is needed and if it provides new
knowledge and information in an area that has not been previously studied in detail
(Creswell, 2008). This research is groundbreaking as there has been very little in-depth
research conducted on the organization since its inception in 1979. It provides valuable
information and brings to light an organization that has not been fully recognized.

A qualitative research design was most suitable for this study because in qualitative
research the researcher is interested in how the participants in the context being studied
make meaning of their experiences and thus come to an understanding of these
experiences (Paton, 1995 as cited in Merriam. 1998; Whitt, 1991). Understanding is
crucial as opposed to generalizations or identification of causes and effects (Merriam,
1988. as cited in Whitt, 1991). Understanding is the end in itself (Paton, 1995 as cited

in Merriam. 1998). Qualitative research seeks understanding of “the subjective human

10




experience” and attempts to ““get inside the person to understand from within’* (Cohen,

Manion & Morrison, 2007, p. 21). It is considered to be superior to other methods of
research for gaining in-depth understanding of complex organizations like colleges and
universities as well as complex processes like student learning or change (Goetz &

LeCompte, 1984; Marshall & Rossman, 2011; Morgan, 1986, as cited in Whitt, 1991).

An important part of qualitative research is “context sensitivity” for essential to
understanding is **...a sense of the unique social, temporal, historical, and geographic
contexts of the phenomena™ (Patton, 1990 as cited in Whitt, 1991, p. 408). Furthermore,
the context in which an institution operates has considerable influence on the experience
individuals may have in that institution (Whitt, 1991). The key aspect of this research is
the organization and the programs and services it offers. Central to the study was how
programs are changed or altered within the local context. Furthermore, qualitative
research is better suited to studies of change and development over an extended period of
time (Patton, 1990 as cited in Whitt, 1991). This research followed the development of

the organization over the past thirty-two years.

The case study approach is the best methodology for understanding the phenomena under
investigation. This methodology is often used if the researcher is interested in gaining
knowledge of individual, group, organizational, political and related phenomenon (Yin,
2003). Furthermore, case studies are favoured if “How™ and “Why™ questions are being
asked (Yin, 2003, p. 7). Using the case study method, I explored and investigated the

experiences and perspectives of individuals in the Newfoundland and Labrador context
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who are, and were, involved in the implementation and delivery of programs and services
for immigrants and refugees to come to an understanding of how and why the

organization has evolved and adapted to the needs of a changing clientele.

Researcher Role

I bring significant knowledge and understanding to this research having been an
instructor at the Association for New Canadians ESL Adult Training Centre for ten years.
My extensive experience working in the field of second language teaching and learning
gives me solid background knowledge and an intimate understanding of the organization
and the LINC program. This personal knowledge of the organization, staff members and
their routines was essential to building trust and rapport (Whitt, 1991). My established
relationship with teachers and other staff members of the research site helped to further
gain the confidence of participants in this study. However, | took measures to maintain

that trust by being respectful and ethical in my research (Creswell, 2008).

As a qualitative researcher, it is necessary to be aware of how one’s subjectivity and
inherent biases can influence the research and attempts must be made to set these biases
aside (Creswell, 2009, p. 196). However, Glesne and Peshkin (1992, as cited in Watt,

9 a9

2007) suggest subjectivity “is something to “capitalize’ on rather than to *exorcize’ ™ (p.
82). Furthermore, the researcher as an instrument of data collection is what Eisner (1998)
associates with being a “connoisseur” (p. 63) and this concept “accentuates the distinctive

function of the researcher’s knowledge, perspective, and subjectivity in data acquisition™

(Barrett, 2007, p. 418). It does not mean one has to be a “clean slate™ but having an
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awareness of how “who you are™ both shapes and enriches the study (Bogdan and Bilken,
1982; Peshkin, 1998 as cited in Merriam, 2009, p. 15). Researchers must be conscious of
how it can both privilege and limit (Russell & Kelly, 2002, as cited in Watt, 2007).

Knowledge is an advantage, however, the aim of the researcher is to move beyond one’s

own knowledge and what is expressed in the literature and to gain insight from the

participants (Creswell, 2009). Thus, it is important to remember that in this situation one

is a learner and not the expert.

Ethical Considerations

Upon approval from the Memorial University of Newfoundland Research Ethics Board,

permission was obtained from the Executive Director of the Association for New
Canadians. A detailed letter of consent (Appendix A) was written which described the
purpose, methodology, timeline, how data would be used and benefits of the study, as

well as measures to protect anonymity (Creswell, 2008).

Permission was also required from a selection of current and former staff members of the
Association for New Canadians. Participants included employees with the language
training centre, the settlement agency and the employment centre of the Association for
New Canadians. A detailed recruitment letter guaranteeing specific rights was provided
(Appendix B). Participants were informed that their participation was voluntary and that
they were free to withdraw at any point. As well, they were informed of the purpose of
the study and were told they would have the opportunity to read, and suggest changes to,

any material that involved them. Measures were taken to guarantee all materials were
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safely stored and pseudonyms were used to help ensure confidentiality. Every reasonable
effort was taken to ensure confidentiality and anonymity throughout all phases of the
study. This research sheds light on an area that has not been researched in any depth and

the findings will be shared with the participants and the organization.

Sample Selection

Participants were recruited through email and by telephone. A detailed description of the
study was provided and participants were given the opportunity to seek further
clarification through email or in person. They were then asked to respond as to whether
or not they wished to participate in the study. Those who responded in the affirmative
were given a letter of informed consent (Appendix C). As well, prior to beginning
interviews a description of the research was provided and participants had the opportunity

to ask questions and seek clarification.

Participants were chosen on the basis of the information they could provide and from
whom I could learn the most regarding the research (Merriam, 2009). Participants should
be chosen based on their potential to help the researcher gain insight and understand the
phenomena (Merriam, 1998, as cited in Whitt, 1991). The selection of participants was
through non-probabilistic sampling which is the most suitable in qualitative research
(Merriam, 2009). Purposive sampling or purposeful selection is one type that has been
utilized significantly in qualitative research (Chein, 1981, as cited in Whitt, 1991;
Creswell, 1994; Maxwell, 2005; Merriam, 1998; Patton, 2002 as cited in Whitt, 1991).

Purposeful sampling is “a strategy in which particular settings, persons, or activities are
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selected deliberately in order to provide information that can’t be gotten as well from

other choices” (Maxwell, 2005, as cited in Powell, 2008, p. 44).

Purposeful sampling was used to choose specific individuals or sites to learn about and
understand a central phenomenon (Creswell, 2008). The focus of this study was one
specific organization and the programs offered by the organization with the intention of
coming to some understanding of this particular context, an awareness which comes from

a detailed understanding of the context (Creswell, 2008).

Participants included staff members whose longevity with the organization allowed them
to provide rich and detailed information about the genesis and evolution of the
organization. Participants also included instructors who have taught the LINC program,
have a long history with the organization and have seen the implementation and change
in programming. However, participants were not limited to longtime staff members of
the organization. In addition to being a non-random and purposeful sample, the sample
was relatively small as is often the case in qualitative research (Merriam, 2009).
Snowball sampling was used whereby other participants were asked to identify
individuals who were able to make a significant contribution to the research as needed

(Creswell, 2008).

Data Collection Methods

When consent was obtained participants were contacted by telephone, email or in person
to arrange interview times. Interviews were conducted in a private and comfortable space

that was without distractions. Permission was requested to audio record interviews and
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One follow-up interview was conducted and all other follow-up questions were answered
through email as most participants chose this method of follow up. All interviews were

transcribed and given to participants to read to ensure accuracy of recorded information.

Data was also collected through document analysis. Often it is this type of data that
provides information or reveals “what people cannot or will not say™ (Eisner, 1998, p.
63). Multiple sources of data allowed for thick, rich descriptions. Shank (2002)
suggests that provision of a thick description is “an interpretive process that seeks to
understand a phenomenon in its fullest meaningful context™ (p. 75). Thus, various

sources of data allowed for a more in-depth and broader interpretation.

Data Analysis

In qualitative research, organization of the data is critical due to the large amount of
information collected during the study (Creswell, 2008). Thus data was carefully labeled,
stored and organized according to type. The initial step in case study analysis begins
with description (Creswell, 2008). Data analysis may begin during data collection as one
gets a general sense of emerging themes and categories. Case study data analysis is
iterative and cyclical throughout the process of collecting, analyzing and transcribing the
data and allows the researcher to get a general sense of emerging themes and patterns and
move on to the specific (Creswell, 1998; Palys, 1997; Silverman, 2000 as cited in

Teachers of English to Speakers of other Languages, 2007).

When all written material was gathered, an initial analysis of the data included getting a

sense of the material, coding it, and looking at emerging themes (Creswell, 2008). Initial
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coding was “low inference coding™ which was descriptive and followed by “*higher

inference pattern coding™ (Punch, 2005, p. 200). Memos were used in the initial data
analysis (Creswell, 2008; Punch, 2005). Memos were useful to help find new patterns or

for finding “‘higher levels of pattern coding” (Punch, 2005, p. 201).

The text was analyzed by coding the material using “text segment codes” (Creswell,

2008, p. 251). Using the analysis of these codes aillowed the researcher to collapse the
codes into broad themes (Creswell, 2008). Creswell (2008) suggests using lean coding,
which is using a small number of codes and then drawing out themes according to these
codes. Analysis was done by hand as this was possible with a relatively small database

(Creswell, 2008).

A reflective journal was kept throughout the research process to note ideas and hunches

and to get a sense of emerging themes and ideas.

Trustworthiness

Triangulation was achieved by interviewing different individuals, i.e., representatives
from all areas of the organization (including administrative and non-administrative
personnel), individuals from other countries and provinces, as well as those outside the
organization (Creswell, 2008; Glesne, 1999 as cited in Powell, 2008). Triangulation also
occurred through the use of different methods of data collection. Member checking
occurred by asking participants to ensure descriptions, themes and interpretations are
accurate to ensure validity of claims being made (Creswell, 2008; Leech and

Onwuegbuzie, 2007; Merriam, 1998). Additionally interviews were audio recorded and
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verbatim transcriptions were produced to ensure accuracy in the data collection. The
database was organized by type, e.g., interviews, observations, documents, and notes

(Creswell, 2008).

| am acutely aware that my own subjectivity and involvement with the organization could
influence my interpretation of the research. My intimate knowledge and connection to
the research site have the potential to prejudice my work. However, I worked to set those
biases aside and maintain impartiality. In most case studies findings cannot be
generalized because of the small sample size (Teachers of English to speakers of other
languages, 2007). This study cannot be generalized but will contribute to the

understanding of the principle events under investigation.

Biographical Connection

My experience working with immigrants and refugees at the Association for New
Canadians has given me considerable insight and understanding regarding the myriad of
issues around the settlement process for immigrants. I have an intimate understanding of
the complexity of the issues and concerns regarding this process. Furthermore, [ am
aware of the need for improved and additional programs and services to better assist
immigrants in the settlement process. Enhanced programs will help with settlement and

integration.

This research is meaningful to me on a personal level because of the connections I have
made with immigrants through my work. [t is important that those who have experience

speak out and attempt to make a difference for those who are vulnerable and cannot
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