
Leveraging Expertise Across Sectors
Culturally Responsive Service Delivery

A M A N D A  K O Y A M A



CCIS is an Immigrant 

Serving Agency that 

provides Resettlement and 

Integration services to all 

immigrants 

and Refugees in Calgary

and Southern Alberta

250+
STAFF

62
LANGUAGES

70
PROGRAMS

14
LOCATIONS

( C a l g a r y  &  

S o u t h e r n  

A l b e r t a )



CHILDREN & YOUTH OF IMMIGRANT FAMIL IES IN CALGARY
Based on 2011 National Household Survey Data



• Challenges to Service Delivery

• Need for modifying practice

• Possible harm in client outcomes

• Lack of trust

I M P L I C A T I O N S



• Facilitate the positive integration of newcomer 

families and children into the Community

• Enhance the provision of services to newcomer 

families and children by other community 

resources

• Enhance the capacity of systems to respond to the 

unique and diverse needs of newcomer families 

and children

• Promote the healthy development of newcomer 

children

H O L I S T I C  S T R E N G T H  

B A S E D  P H I L O S O P H Y



WHO DO YOU
SERVE?

R e f l e c t i v e  Q u e s t i o n



FAMILY

SYSTEM

COMMUNITY

C U LT U R A L  

B R O K E R A G E  

P R O G R A M



WHAT ARE 
IMPORTANT 
QUESTIONS

TO ASK?

WHAT ARE 
ALL THE 

WORKING 
PARTS?

HOW DO WE 
UNDERSTAND 
DIFFERENCE

S? 

WHAT 
CONSIDERATIO
NS SHOULD BE 

TAKEN INTO 
ACCOUNT?

HOW IS THE 
PROBLEM 

BEING 
DEFINED

AND WHO IS 
DEFINING IT?

WHERE ARE
THE 

INDIVIDUAL, 
COMMUNITY 
AND SYSTEM 
STRENGTHS?

CULTURAL THINKING FRAMEWORK



INTERSECTIONS OF IDENTITY

FAITH BI -CULTURAL

EXPERIENCE

GENDER SOCIAL

STATUS
CULTURE

hello



INTERCULTURAL
PRACTICE

• Learn about the importance of cultural 

awareness and responsiveness in service 

delivery

• Be able to apply tools and strategies to 

adapt service delivery practice to meet the 

needs of culturally diverse clients

• Describe culture and how it impacts self, 

organization, and communities



SYSTEMS IMPACT
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CHILD WELFARE

FAMILY 

VIOLENCE

GENDER 

IDENTITY

RECREATION

C H A L L E N G E S



IMPACTS & 
OUTCOMES
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WELCOMING COMMUNITIES

I N T E G R A T I O N

Two way process involving adjustment 

and accommodation on the part of the 

newcomer and the community.



COLLABORATION
vs

PARTNERSHIP

• Co-Creation vs Adaption

• Non Programmatic Approach

• Organizational Change 

Management

• Non Aligned Service Delivery

• Relationship Based

• Funder Driven Outcomes





A SENSE OF BELONGING
AND EMPOWERMENT

• Positive Relationship Building

• Social Emotional Development

• Conflict Management/Problem Solving

• Increased Language Comprehension

• School Readiness

L O R E M  I P S U M  D O L O R

THANK YOU!

Amanda Koyama  |  akoyama@ccisab.ca


