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DEPARTMENT OF HEALITURLIIUM-A-N-SERVICES_ Office of the Secretary

Washington, D C 20201

February 25, 1981

-Dear,Colleagues in Refugee Resettlement:

Enclosed you will find a document on program components

and models of outreach and information and referral services

for refugees. The document identifies necessary service

-components and delineates possible delivery approaches for

outreach and information-arid-referral activities. These

approaches are reflective of the successful, innovative
strategies being carried out by prograMs throughout the

United States.

The document is meant to be of use in identifying tht

approach or approaches for outreach and information and
referral services that will best meet the needs of your

community. In addition, it will serve as a guide for

evaluating current services, strengthening existing programs

and /or developing new proposals.

This document is the sixth of seven work products being

produced in the Practitioner Workshop Project conducted by

the Indochina Refugee Action Center (IRAC). These documentsk

. are the work of local service providers who have innovative

ways of meeting' the needs of refugees. The Office of

Refugee Resettlement wishes to thank the participants ofthe
Outreach, Information ancy Referral workshop for donating

their time and energy. They have made possible a document

which will be of assistance to others throughout this

country who are working in refugee resettlement.

Roger P. Winter
Director
Office of Refugee Resettlement
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Indochina Refugee Action Center
1025 Fifteenth Street NW, Suite 600

Wdshinaton, I) C 20005

Dear Friends:

The document before you is the work of 13 individuals

skilled in providing outreach and information and referral
,.,serviCes to refugees. These individuals, selected from
dozens of suggested participants, met at Airlie,,Mirginia in

November, 1980. In two and one-nalf days of intdWhive work

sessions the participants developed the format and con

with Which lead consultant, David Okimoto, worked to produ

a first draft, 'Following participants' comments and editin

by the Practitioner-Workshop Project staff, the document`was
submitted to the Office of Reftigee Resettlement.

The participantSdonated generous amounts of their time-

and energy to this-project. They were asked to complete a
difficult task in a very small amount of time and, I believe,

they did it very well. We owe each thanks, especially David

Okimoto, for the diligent work they have done. We also want

to thank the Office of Refugee Resettlement for their suppolt

of this ery4eavor, especially'Kay Rogers (Chief) and Kathy Do

(Project 60ficer) of the Program kevelopment Unit.

.
,We hove this document is of use to you. We welcome your

comments on it and have included a short questionnaire in hopes

that you will respond.

02).347 -8903347-8903

April 3, 1981

IL

Sincerely,

Ro
Roger E. Harmon, Ph.D.
Project Director
Practitioner Workshop Project
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I. INTRODUCTION

Outreach anA Information and Referral (I&R) activities 0

are found in a variety of settings throughout the refugee'

resettlement_ network. These activities are.conducted informally,-

with refugees helping one another andiAmericans offering suppbrt

as sponsors and friends - and they are carried, out through more

formalized, structured prograMs.

In structured programs outreach services and information

and referral services may comprise individual coponents of

another service program,(employment, health, social adjustment,

etc.). This is very often the case in resettlement programs.'

Or outreach and information and referral activities may be

organized into separate' programs whose primary function is to

link people-in need with direct service providers.

The service activities and delivery considerations described
. .

in this document should have equal validity for outreach and

informatiOn and referral activities that comprise discrete

. programs as for those that are incorporated into other programs.'

This document'contains three major sections, namely:

A. Outreach Servicesp
B. Information and Referral Services; and

C. Staffing Corisiderations.

In each of thefiist ti46,sections, basic service activities

are-described a' ong with discussion of various delivery strategies

for these services. Three essential approaches are identified
.

for outreach activities: outreach to the individual refugee;

outreach to the community; and outreach .to agencies. Information

1 0
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an& referral services are provided through two basic approaches:

E &R to the indiVidual, and.I&R tq groups.

For each of these five approachei diicussion is presented

on such-faAors' ks the. identification of 'clients and service

procedures and methodologies. Evaluation for outreach and I&R

activities is also considered.

The section on staffing considerations outlines specific

gtialifications and skills for outreach and I&R program staff-

members.

11
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II. OUTkEACH .

A. Definition

Outreach is the process of locating refugees in the community ,

who may be, in need of services, and informing them of appropriate',_

services as_well as ways to secure those services. Outreach may

lead to the provision of information and referral and/or the

provision of additional services through intake into an agency.'

or program; however,-the function of outreach, is to inform

refugees of the availability of services rather. than actually

provide those services.

-Three types of outreach are identified and discussed in

this document:

Outreach to the individual' refugee;

Outreach to the refugee communify;°and

. Outreach to'community agencies.

All three of the above types of outreach-have the ultimate

goal of locating and responding to individual refugees who need

services, so there is, some overlap in methodology. Outreach to

the'refugee community simply employs techniques that reach groups

of"indiduals in the .community. In outreach to agencies, a

program notifies agencieS of the services it provides, thus

establishing communication that may lead to referral of refugees

in need.

B. 'Outreach to the Individual Refugee-
,.

° '1. Identification

A variety of sources can. be used to identify individuals

who may be in need of services. In using,these sources,

caution must be taken to Protect the confidentiality of the

.1.
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refugee client. Where agenciesprovide names of refugees

and other_personal information, inter-agency agreements

should be developed prior to release of ,information,

stipulating the kind of information to be disclosed, as well

as the specific use for such data. Sources through which

refugees needing assistance may bt located include:-

.a. Referrals from other refug ls.

b. Voluntary agency sponsoiship assurance forms.

c. 1CM transportation\lists (refugee arrival informatiOh).
1, 1

d. Lists of refugees provided by voluntary agencies,
churches and other sponsors:

e. Public assistance (welfare) rolls.

f. 1794 forms which have been sent to the state and/or

local health department.

Clieat lists from service providers includirig:

(1) Employment service agencies
(2) ESL programs
(3). lublic schools

ut,

h. Indochinese Mutual'Assistance Associationsmgmbership
lists.

i. MembershiP'lists ofi religious organizations servipg
refugees.

j. Phone book entries.

k. Directories.

1. Refugee businesses.
-1

2. Classification

To utilize the above sources a classification system

shou]id be developed. The system may be organized to reflect

the characteristics of the client group such as:

a. 4peographic location of clients

:b. Ethnicity

c. Sex 1 ')
A.



d..

e.

Age

Service for which outreach is intended

5

f. Voluntary agency relat-onship, if known

g. Type of sponsorship, if known (i.e., relative or
family member, local affiliate of ac national
resettlement agency, church congregation, individual
family or person).

3. Methods of Outreach

A variety of methods of conducting outreach\to individuals

is possible, including the following:

a; ,Visits by the outreach worker to:

(1) 'The refugee's home;

A

'(2) Th airport (upon the refugee's arrival);

(3) Vocational training site, ESL classrooms,
work sites;

(4) The health clinic or hospital; and

(5) Recreational, centers, bars, nightclubs and
other gathering places for single people.

Telephone contact by the outreach worker.

c. Mailings and correspondence.

d. Stationing outreach workers at community agencies
that serve refugees.

In additionto the above strategies that primarily make

use of program outreach workers, the following methods also

have been found to be effective:

E. Visits by neighborhood block workers trained to
do outreach in their neighborhoods.

f. Visits by an influential refugee leader or-elder
("gatekeeper") in the community.,

Visits by refugee sponsors who have been proYided
information and training by the program conducting

outreach activities.

g.

14



6 4. The Outreabh Process

Outreach is a'critical first step in the'provision of

services, in that it establishes initial contact between

client and worker: Following are some suggested guidelines

and steps for the outreach process:

a. The outreach worker (preferably a bilingual/bicultural
individual) should introduce himself or herself to
the refugee and explain how he or she got the
individual's name`.

b. The worker should explain the purpose of the visit,
making his or her role (and the limits of that role)
in assisting the refugee as clear as possible. The
success achieved in this effort will depend to some
degree on the trust which has been established
between the worker and client. (The worker might
consider making the first visit or two social in
order to establish this trust.)

c. To further develop a trusting relationship, the
worker should relate something of his or her own
situation: experience as a refugee or life in the
community, for example. The worker should then-try
to draw the refugee into the conversation more fully,
encouraging the refugee to discuss experiences,
feelings, etc.

0

d. The worker should provide some tangible evidence of

his or her sincerity in offering assistance: a

busi-,ss card, agency brochure or fact sheet, for
ex?

e. The worker should give appropriate information about

he services available: time, dates, location,
directions, transportation information, etc. The
worker should answer any additional questions the
refugee might have to be sure the.refugee'can make
contact with the worker's agency should the need

arise.,
yO.

f. Before departing, the worker should mention (if

necessary) that other agency staff members may be
contacting the refugee but that they will identify
themselves clearly.

The intensity of outreach activities will vary. As

noted above, the outreach worker should seek to establish

a relationship of mutual trust with the individual refugee.

As such, in some outreach programs, at least an hour is

scheduled for each face-to-face contact with an individual

refugee. 1.5



The telephone may be useful to initiate contact but it

is not considered an effective means of providing outreach

over an extended period. 'Personal contact is"recommended

if telephone inquiries need to be followed up.

Outreach to work sites or training locations should be

pre - arranged with the employer or school. In these settings

the outreach worker should be aware that he or she is

imposing somewhat on other scheduled activities and therefore

should be brief (perhaps one-half hour per visit)._

5. Data Log for Individual Outreach

Agencies providing outreach services should maintain an

up-to-date log on individual contacts made by outreach workers.

Such a record Is vital for, ongoing program monitoring and

evaluation. For each individual contact made, a record

should be kept of:

a. The refugee4s name (also family size, ethnicity);

b. The geographic location of the contact;

c. The purpose of the outreach contact;

d. The result of the outreach contact; and

Follow-up activities.

C. Outreach to the Community

The ultimate target of outreach°to the refugee community is

the individual refugee, but the Strategies are designed to reach

an initially much wider audience.

1. Identification

Following are sources to identify groups of refugees in

the community who may be in need of services:

a. Referrals from other refugees.

b. Voluntary agency sponsorship assurance forms.

16
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c. ICM transportation lists (refugee arrival

information).

d. Lists of refugees from voluntary agencies, churches,
and other sponsors.

cr. Public assistance (welfare) rolls.

f. 404 and ACVA-1 forms that have beep sent to the
state and/or local health departments.

Client lists from se ce providers, including:

(1) Employment service agencies
(2) ,ESL programs
(3) JPublic schools.

h. Mutual Assistance Association (MAA) mailing lists.

i. Membership lists of religious organizations
serving refugees.

j. Phone book entries.

k. Directories.

1. Refugee businesses.

m. Information from the local government or other
planning groups regarding the geographic distribu-
tion of refugee groups in the community.

As groups are identified from the above sources, a

system should be developed to categorize target groups in

order to coordinate outreach strategies and reach the full

spectrum of the population. Groupings could be by geographic

location, ethnic background, age, sex, service that may be

needed, and sponsorship pattern (see Classif4cation, Outreach

to Individuals, page 4 ).

2. Methods of'CommunitY Outreach

'Outreach to the community can be conducted in a variety

of ways and in many kinds of settings. As in outreach to

individuals, the purpose is to inform refugees of the

17
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'availabilit_I of assistance rathe/ th,in to pr

tion and referral or to perform )11

The followin:, h, b-,n fnand t,) by etk,.!1

f,)t- (lilt t, ;Hi t-) the c-mmunit.

vt. .1.2_17ntArlyris athi
cVerAL:'.

ot

U. PresPntati,ms and/t distribution of material at

soc)al and cultural events: including

(t) Commemoiative days New Year's celelAations,
Memot ial Day, ,a_lier holidays;

(2) Sporting events such as soccer games;
(3) Contests and (-ompetitions;
(4) Dah-es and 'cetrotm,Inces;
(5) FaH114-n shows; ,Ind
6) Pr,nics and diriner:q.

Postinq and /or d1'-;1111,h'!()n cf matytial at u'ovl&'
thuatc:ry cir,3cery ind other' busi,los,;

establishments.

d: Presentations and/or distribution of material at
health centers, community centers, etc.

e. Public service announcements on radio or television.

f. Radio programs ia refugees' native languages.

g. Publication of newsletters, newspapers and flyers
in refugees' native languages.

3. The Community Outreach Process

In planning a particular community outreach activity

or event, the following factors should be considered:

a. The sponsoring organization, agency or group should

have some basis for credibility in the refugee

community.

b. Influential members of the refugee community should

be involved in planning the activity or event.

c. The planning group should decide on both an event

(religious celebration, picnic, "health fair," etc.)

as well as an appropriate means of delivering
information (distribution of materials, presentation,

demonAration, etc.).

18
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d. Logistical arrangementd should be carefully planned
to ensure that the event is convenient in terms of

both location and timing. Transportation may need

to be arranged.

e. The information provided at thecotmunity outreach
activity or event should include at least the phone

number, address, and refugee contact person for the

service(s) for which outreach is being provided.

Some written, distributable form of this information

should be made available.

f. In order to provide some continuity of service and
visibility on the part of_an outreach program, the

following suggestions are'offered on the frequency

of community outreach activities and events:

Outteach at religious, social and cultural
events should be scheduled on an average of

four times per year.

Radio programs should run on an average of

once per week, at a specific day and time.

Newsletters and newspapers should be published

on a monthly b:tsis.

Public service announcements and flyers should
be used as is appropriate to notify refugees
of-existing services, of changes in services,

or of new regulations of which they should
be aware.

4. Data Log_ for Community Outreach

Programs should maintain an up-to-date log on community

outreach contacts made. For each outreach contact, a record

should be kept of:

a. Group characteristics (size, ethnicity);

b. Geographic location;
c. The method of outreach (e.g., religious event,

presentation at a health center);
d. The purpose of the outreach;
e. The result of the outreach, and

f. Follow-up activities.

to

ID
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D. Outreach to Agencies

The purpose of outreach to agencies and community groups

is to develop and maintain a network for communicating up-to-date

program information that might lead to referral of refugees in,

need. Interagency cooperation is imperative for meeting refugee

needs in the most effective-and-cost-efficiedt manner.

1. Identification

Many agencies and community groups will be well known

to the program providing the outreach. Sources to identify

other community agencies include:

a. Voluntary agency local affiliates;

b. United Way directory;

c. Local human resource- directories;

d. Civic organizations;

e. State refugee coordinator's office;

f. Refugee forums and coalitions; and

g. Telephone directories.

2. Methods of Agency Outreach

Following is a list of possible strategies.to provide

outreach to agencies:

a. Agency visits;

). Workshops or jointly - sponsored, seminars on refugee
eesettlement issues to which selected agencies are
invited;

c. Flyers, newsletters and other mailings to
-agencies describing program activities;

d. Participation on agency advisory boards, human
service task,forces, forums, coalitions and planning
councils;

2o
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e. Presentations to governmental agencies and dedart-
ments that need to be aware of local resettlement
activities; and

f. Participation in civic events.

3. The Agency Outreach Process

In establishing a communication link with another agency,

it is important that a mutual respect and full understanding

Of respective functions and capabilities be developed. If

discussions on interagency cooperation reveal that'referrals

between the agencies would be appropriate, the follOWing

specific factors, should be considered:

a. The role of each agency;

b. Contact persons for each agency;

c. Services to be provided;

d. Fees (for the client to receive services);

e. Eligibility requirements,for clients;

f. Limitations of service; and

g. 3ilingual capability.

Once the above factors have been delineated, it may be

useful to develop an interagency agreement which puts into'

writing the interagency referral system established, as

well as otherasliects of cooperation anticipated. Such

agreements may be helpful not only in clarifying the

interagency relationship but as supporting documentation

for funding proposals.

Agency visits should be conducted on a regular basis

to maintain communication ghd to update information.

21
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The information gained from agenrw outreach contacts

should be recorded and should include:

a. The name of the agency and the services it provides
b. The purpose of the outreach
c. The result of the outreach
d. Scheduled follow-up activities

This informationIcan alsobe incorporated into an Information

and Referral directory (see pp. 16-1/) .

E. Evaluation

Evaluation of outreach programs is necessary on a regular

basis. Evaludtion provides information on how effective the

outreach prograi is and how realistic program goals are. It

-7'also provides information to other providers in the resettlement

system regarding the overall level of need for outreach in the

community. is list point tunderscOres-the fact that evaluation

of the outreach program can provide other service providers with

useful information on community perceptions of their programs

in terms of accessibility, effectiveness, importance, etc.

Effective evaluation will incorporate both quantitative and

qualitative measures. Quantitative measures should serve to

answer the following questions:

_

1. Was the targeted number bf outreach contacts achieved
for individual refugees, refugee groups, and agencies?

2 Through what sources were individual refugees, refugee

groups and agencies identified for outreach?

3. How any hours were staff members involved in outreach
activities and how many contacts did they make?

:et
4. How many OurZreach contacts resulted in intakes?

(Comparison of the figures obtained for questions 3 and

4 should give '!.program an idea of how productive its

outreach activities are.)

40'
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Qualitative measures attempt to evaluate the quality of

services provided. These types of measures often involve

subjective judgements and perceptions, but may still provide

valuable insights into outreach strategies and procedures.

., Qualitative evaluation of the outreach process should assess

the following:

1. Program capability for identifying intividuals, groups

and agencies for whom outreach might be appropriate.

Is a broad spectrum of the refugee population and

service providers being reached?

2. Quality of relationship developed:

a. Between the outreach worker and the individual
refugee

_

b. Between the outreach program and the refugee

communitS, 411

c. Between the outreach program and another agency.

Assessing the quality of these relationships will

require that program staff, individual refugees,

community groups (MAA's, churches and other sponsors,

etc.), and other .agencies be given an opportunity to

provide feedback on the outreach process.

3. Is the outreach process ultimately feeding clients into

appropriate services? (Are clients given an understanding

of the range of services available, and what those services

involve?)

2`'



III. INFORMATION AND REFERRAL

A. Definition

e erra document

15

as a process of linking people in need with appropriate agencies,

services or resources. This linkage can be achieved either

directly or through an intermediary such as a sponsor.

The Information and Referral process generally includes the

following component service activities:

identification of client need(s);
provision of information;
referral; and
follow-up.

In some cases, this process may involre the one-time provision of

information without the-need for referral and follow-up.

This document identifiel two basic approaches for the

proidlon of Information and*Referral services. These are:

i,

I&R for individual clients; and
I &R -for grouper;

Opr each of these appioaches, the document describes the

component service activities and discusses practical strategies

and considerations for service delivery.

Information and Referral programs can focus their efforts

on Individuals, groups or both of these target populations, and

may employ a variety of innovative methods and.strategies in

making a successful referral. The variables in'service focus

and methodology are many, but there are at least two basic

prog4m capabilities that every I&R program should. develop. The

,first is the maintenance of an accurate, up-to-date information

file on community services and resources (see discussion below).

24



Secondly, I&R programs should systematically collect and review

their own data for the purpose of identifying priority needs ih

it as well, as the gaps, overlaps, and duplication of

services and resources. Such data might document,Ifor example,

the volume and variety referrals and requests floor assistance

, 'made in a given period of time. This infotmation could prove

useful in planning and evaluating services in a given community..

Additional typ ?s of data, and additional practical functions,

a

ar described in the discussions on Evaluation, pages 21-22.

B. Resource Files°

1. The information on services and community resources that

an I&R program maintains should reflect at a minimum the

priority needs of the refugee community. Ideally, the

resource file should represent the full range of community

resources. The following services and resources might

represent the priority needs of a given refugee community:

a. ESL/Educational programs for children and adults

b. Health services
c. Mental health/social adjustment services

d. Employment services
e. Vocational ttaining opportunities
f. Housing opportunities
g. Orientation programs.
h. Transportation resources
i. Emergency services and assistance
j. Immigration/Citizenship assistance
k. Social services
1. Mutual Assistance Associations (MAA's) and other

refugee groups
m. Sponsor groups
n. Churches involved in resettlement
o. Professional organizations
p. Legal services
q. Emergency and supplemental food programs



2. The

-P

t of information maintained on each of tile

resources should include at least:

a. Name of organization
b. Telephone number

ss
d. Contact pe
e. Operating hours
'f. Language_capability
g. Types of service provided
h. Eligibility requirements
.i. Fees, if any
j. Date of last-information update

17

3. All information should be stored in a :system which allows

for easy retrieval of al .opriate information:

a. Information should be listed alphabetically

b. Ihformation should be cross referenced by service

type or topic area

c. Examples of storage systems include:

(1) Agency resource books.
(2) Standard 3x5 card system
(3T Computerized storage systems

4. Information on resources may be updated through a'number

of methods:

MI program staff
of Information

Information can be
service providers,
and newsletters

should engagein regular exchanges

updated through meetings of local

as well as through phbne contacts

Networks of information sharing should be maintained.

with state, regiolal and national contacts

Data on a specific service or resource can be updated

as part of the follow-up proCedures after the referral

of h client.
t

t. Information and IMfdrral for Individual Clients

Informatioh and referral services for individual clients are

generally short term and include the following component activities:

identification of client need; provision of needed information;

. 26
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preparation of the client for referral; and referral and follow-up.

,..

1. Identification of Client Need.

Clients may make a requestjor I&R services through
4

correspondence, over the telephone or throu§h.formal and

informal personal contact. If the client'i.req est for

information ispecific and fairly simple (such a request

for an agency phohe number or address), the- I&R r 1. need

only provide the requested inforfiation withbut further aSsess-
.-

ment and document the request in a daily log. 'If a more

comprehensive 'assessment of a client's needs,ta,nicessary,

the following information should be 'collected: '

a. Name"

b. Address
c. Telephone huMher
d.* Age
e. Ethnic group
f. Sex , _

g.. Resettlement'agency and local sponsor
-h. Language proficiency
1. Referral source
j. Immediate resettlement needs a
k. Location of 'relatives .

2. Provision, of Needed , Information

/the specific needs of the client, as identified in the

interview, will determine the=*yt.t. of service or resource

I J

about whj.ch informat.ion is 'provided (e.g. ESL, health,

employment, etc.) The' type of infotmation provided- regarding

a specific service generally, should include tape following:

-a. Name of agency or resource
b. Address
c. Telephone number
d. Contact person . .

,

e. OpE..ating hours .,' .

f. Language capability
g. Types of service provided
h.' Eligibility criteria

Fees, 4f any
!A"

.
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In providing this information,,the-I&R worker may wish

to use available printed materials such as flyers, handbooks,

and newsletters.

3. Preparation of the Client for Referral

- - --Prior -to rcferral-i the -entireprocess Should be discussed

with the client to-ensure that the client perceives the

referral as appropriate and understands his or her responsi-
.

tilities in accepting the referral. These.responsibilities

might includes

a. Time commitment, including a possible waiting.

period;

b. Fees for the service, if any;,

c. Necessary documents (1-94, Social Security
etc.); and

d. Arrangements for supportive services, including-
transportation and/or, child care..

a

In preparing an Indochinese client fOr referral, it is

essential to estAblish an atmosphere of mutual trust. In

-order to foster this sense of trust,, the folloring consider-
.

ations st...7,41d be aTesid:.
64--

a. The client must be assured th iriforitAiron is

strictly confidential. ft

b. Potential fears the refugee may have in accepting
the: referral must be explored and alleviated'.

c. The expectations of the refugee' must be discussed
io.ensure,that.the purpcles of the service arei,

clearly understood:

d. Pieparation of non-literate refugees must be.

carefully and thoroughly done, since written ,

4 instructions will be of little use.

4. Referral 28
The procedure for referral generally goes as followszi

P. phone call is made by the I&R worker to arrange'

Ah appointdent, qx,notifSY a contact person ofthel

xefetral.
'1
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b. The worker provides necessary assistance to -the client
to successfully follow through on the referral. The
worker might, among other things:

(1) provide directions to the service;
(2) an-Inge transportation for the client;

(3) priavide_a bilingual advocate to accompany
- the client; _ _

(4) ensure that the client has appropriate
documentation;

(5) assist the client in securing necessary
supportive services;

(6) provie.e the client with a bilingual referral

A s i _ip _ct.ntaining-needed direction%. and-other
appropriate information (triple copies are
"ideal, with one copy twthe client, one to
the agency to which the client is,referred,
and one kept by the agency that has made the

referral); and
(7) document the referral.

5. Follow-Up

The purpose of follow-Up is to determine whether or not the

referral was a success, from the standpoint of the client, the

I&R-program,ash well is the agency or rosource'to which the

referral was made. It is recommended that the agency establish

a standard schedule for follow-up on routine referrals (some

agencies have designated that follow-up should occur within one

week of .the referral). Follow-up usually results in one of the

following situations:

a., The I&R worker contacts theragency to which the
referral was made and learns that the client received
the service and that the agency found the client
suitably prepared for the service. The client, upon
being contacted, also expresses satisfaction with the

service. Tne worker, additionally, identifies no
problems and documents the results.

b. '`'The I&R worker contacts the agency and learns that the

AN- client,received the service. After talking with both
the agency and the client, 'the worker identifies a

problem in the_referral, whether it be from the

perspeitive of the agency, the client:or the worker.

I
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(1) Depending on the problem the worker may need to
undertake the following procedures with the
agency:

Determine the specific nature of the problem

Discuss more culturally appropriate ways of
working with the refugee

Schedule another appointment for the client

(2) The worker may need to work with the client to:

Determine the specific nature of the problem

Reassess the client's needs

Better prepare the client for referral

Schclule another appointment or refer the
client to another service.

c. The worker contacts the, agency and learns the client
did not show up.

(1) The worker should assure the agency that-he or
she will contact the client, and should inquire
if it is appropriate for the appointment to be
rescheduled.

(2) The worker should contact the client to determine
the reasons why or she did not make the
appointment. D. ,,nding on the client's reasons,
the worker may

Red ch(dule the appointment;

4 Reassess thb client's needs;

Better prepare the client for referral; or

Refer the client to another service.

6. Evaluation

a. Each of the major components of the Information and

Referral process can be evaluated. Evaluations should

ask the following questions of the various I&R activi-

ties:

O
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(1) Information requests

(a) What, kinds of information are most
frequently requested?

(b) What,typestof services are most frequently
requested for which no appropriate referral
was identified?

(2) Referral

(a) What types of referrals are being made
(i.e., to what kinds of services)?

(b) What percentage of referrals are successful?

(3) Follow-Up

(a) Are the agencies or resources to which
referrals are made encountering major
problems with clients? If so, what are these
problems?

(b) Are clients encountering major problems in
the referral process? If so, what are
these problems?

. The statistics andfigures derived from answering the

above, questions, as well.as other program evaluation

data, can provide useful information to the community

service planning process, as they serve to indicate:

11) Effectiveness of existing services; and

(2.) Community needs, as reflected in gaps, overlaps,
and duplications in service.

D. Information and Referral for Groups

Information and-Referral for groups is a service that is

usually provided only once pertopic for a given group. Informa-

tion is provided on a particular topic, issue or concern that

affects the community, and specific resources and services that

could provide assistance are identified:

31
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1. Determining Factors for Group I&R

The group approach for I&R may be particularly effective

in the following instances:

a. Information that has widespread application should
be provided through group ) &R. Examples of this
kind of information include:

(1) Changes in federal policy or regulations.

(2) Changes. in INS regulations such as citizenship
application procedures.

b. Community-wide issues - such as a flare'up of
community tensions= should be presented through
group I&R.

c. In situations where the individual I&R-approach may
be unavailable, inappropriate-or less effective,
group I&R should be considered.

Methodolo ies.for Providin Grou I&R

There area variety of methodi and strategies for

providing Information and Referral to groups, including a

wide range of community resources and activities:

a. Radio and television announcements or programs

b. Flyers, newsletters and newspapers

c. Meetings with:

(1) Community leaders
(2) Sponsors
(3) Church groups

d. Religious events

e. Social and cultural events

(1) New Year's celebrations and other holidays

.(2) Sporting events
(3) Contests and competitions

,(4) Dances and performances.
(5) Fashion shows
(6) Dinners

f. Community workshops

32
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Bilingual printed information (brochures, flyers, etc.)

can be posted and circulated in movie theaters, grocery

stores, community centers, classrooms, and churches. With

the exception of theaters and business establishments

perhaps, these settings could also be used for presentations.

In preparing for a group Information and Referral

session, the following questions should be addressed:

a. Have variables within the particular target group
(age, ethnic background, sex, geographical location,

-1-anguage-ab-j-lit-YIF-eto3-been adequately_considered?____

b. What means will be employed to bring refugees to the

group I&R session?

Are there-exis J.ng refugee -organizations-that- might

host a group I&R session?

d. Are there other community services or resources that
should berjnvolved in the group I&R session?

3. Follow-Up

Follow-up on a group Information and Referral session can

be carried out using several methods, including the following:

a. Contact agencies to which referrals were made to
determine the number of requests for services received.

b. Where possible, contact individuals in the group to
determine whether or not they sought out and received
additional information and/or services.

c. For groups that meet regularly, follow-up procedures
can be more detailed and precise, similar to follow-

up for individuals.

4. Evaluation

Evaluation of Information and Referral for groups should

focus primarily on whether or not the refugees are seeking

the service being promoted. One successful approach for

gaining this information has been to distribute bilingual
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referral forms At a group I&R sessioa. The refugees are requested

to present this form to an intake worker at the agency to which

they have-been referred. A tear-off slip is attached to the

referral form with instructions for the intake worker to fill

out the slip and mail it back to the agency that initially

provided the group I&R.

-J
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IV. STAFFING CONSIDERATIONS

This section identifies important considerations and qualifi-

cations for'Outreach-and Information and Referral program staff.

Optimally, staff members will be individuals from the refugee

community who have bilihgual/bicultural capabilities and a back-
,

ground in providing human services. Other.more specific qualifi-

cations, skills and 'considerations are described below.

A. Outreach to Individuals

1. Staff providing outreach services to individual refugees
should possess good listening and interviewing skills.

2. Outreach staff should be.sensitive to the refugee
axperience and maintain a non-authoritarian, non-
judgemental attitude.

-3. Outreach staff should maintain strict client confidentiality.

4. Outreach staff should be realistic about their own limita

tions andicnow When to seek assistance from other sources.

B. Outreach to the Community

Staff providing outreach services to the refugee community

should possess the following qualifications and skills:

1. Good public relations skills and ability to represent

the program;

2. Community organization skills;

3. Good public presence, written and verbal communication

skills; and

4. Positive image in the community.

C. Outreach to Agencies

Staff providing outreach services to agencies in the community *

should possess the qualifications and skills necessary to provide

outreach to the community as well as the following additional

skills:

35



27

1. Thorough understanding of resettlement services in the
area and their working relationships. This should include
a knowledge of the local voluntary resettlement agencies,
the approaches they employ in resettlement, and the
specific services they provide;

2. Ability to express oneself clearly in English;'

3. Ability to work with a variety of ethhic groups (Indo-
chinese and others); and

4. Ability to work under pressure.

p.t Information and Referral for Individuals

Staff providing I&R services for individuals should possess

the qualifications and skills necessary for outreach to individuals;

additionally they should possess a thorough knowledge of the

services and intake procedures of other agencies.

IE. Information and Referral for Groups

Staff providing I&R services, for groups should possess the

qualifications and skills necessary for outreach to the community.

F. Special Considerations: 'Worker - Client Matching,

It is important that the worker and, client (or potential

client) develop a relationship based on mutual trust both in the

Outreach process as well as in the I&R process. For thistrust

to develop, it is helpful if a reasonably close match can be

made between worker and client with regard to the following

characteristics:

1. Language
2. Ethnic group
3. Age
4. Sex
5. Religion
6. Educational background

Since refugee populations are highly diverse and program

staffs'are generally small, it may be difficult to match a client

36



with the appropriate worker. Following are some possible

strategies to increase the possibility of an appropriate match

between worker and client.

28

P. Develop a pool of part time individuals who are paid on
an hourly basis. The program can draw on this pool or
bank of individuals with different skills to carry out

particular Outreach and/or I&R approaches. This
strategy may be especially useful in low density areas.

2. In areas with larger refugee populations, a program-may
be able to develop specialists on the refugee staff -
for example, media specialists or outreach specialists
to a particular target group, such as women or the

elderly.

3. Programs should develop as broad an array of skills as -

possible in all refugee staff, through staff training
and movement of staff from-one position to another,
thus enabling them to serve a variety of functions while
developing their skills. Training opportunities should
be available to all staff, full time or part time, paid

or volunteer.
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Practitioner Workshop Project

OUTREACH, INFORMATION AND REFERRAL WORKSHOP

The Practitioner Workshop Project is a project of the

Indochina Refugee Action Center, conducted under a grant from

the Department of Health and Human Services, Office of Refugee-

Resettlement (HHS/ORR) (Grant #96-P-10003-3-01) .

A series of seven workshops is being held. Each workshop

deals with a different',socialservice or services which can be

provided Indochinese and other refugees through Department of

Health and Human Ser.A.ces Title XX and/or Refugee Resettlement

Program social services zunding. The workshops are:

Orientation August-I980

Health-Related Services - September 1980

Social Adjustment - September 1980

Vocational Training and Skills
Recertification - October 1980

Employment Services

Outreach, Information and
Referral

- October 1980

November 1980

Refugee Resettlement Service
Delivery Approaches - December 1980

The goalsand objectives of these intensive workshops are to:

develop practical models and approaches to serve as
examples of effective programs and as stimulants to new,
quality project development in resettlement communities;

develop models to stimulate acceptance and to serve as a

guide for state human service administrators charged with
making refugee social service funding decisions;

facilitate communication between resettlement workers
regarding approaches used in other locales;
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provide input from knowledgeable local resettlement
practitioners into national program operations;- and

increase the very limited body of knowledge on effective
resettlement practice in very pragmatic terms, -- to move
forward the state-of-the-art..

Each workshop is-comprised of approximately ten service

providers who are involved in delivering social services to

Indochinese refugees. Each workshop is three days in length,

and is directed by a lead consultant designated by project staff.

The lead consultant has primary responsibility for drafting a

works op report. r e- n or rkshops, the-repert-,includes

an introduction, with a definition of the service(s)-;, necessary

program considerations; a description of appropriate delivery

settings; and various models or approaches for delivering the

service(s). The report is reviewed by project staff, workshop

participants and by HHS/ORR, and then distributed to major

refugee resettlement information distribution sources and to

resettlement practitioners.
1

The Outreach, Inforbation and Referral Workshop was held in

Airlie, Virginia, November 19-22, 1980. The lead consultant was

Dave Okimoto, who is Executive Director of the Asian Counseling

and Referral Service in Seattle, Washington. The workshop was,

attended by thirteen participants, all'of whom are' closely

involved in the pkovision of outreach and information and referral

services to refugees. The naives of the pafticipants are attached.

(See Appendix C for further information on the programs represented.)
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Implementation Phase

This second six-month phase of the project will implement

the practical models of service delivery'developed in the work-

shops. Short term, on:-site assistance'will be Available to'

local resettlementopractitioners who express a need for assistance

in the program development areas covered in the workshops. Prac-

titioners involved in the workshop phase will be linked with

communities requesting implementation support.

The objectives of this implementation phase are to:

1. stimulate the development of effective 'refugee `services

in areas where services are either inadequate or non-

existent;

2. encourage coordination among service programs, partic-

ularly in high-impact areas; and

3. assist specific groups (e.g., MAA's,, voluntary agencies

and other local service providers), in enhancing their

capacity to provide services to refugees.

The implementation phase of the project will be directed

by d-coordinatok. The coordinator will assist specific agencies

and/or communities who indicate a need of program development

by matching them with experienced local resettlement practitioners

identified through the workshop process. These practitioners

will provide on-site technical assistance in a number of communities

around the country. Services provided on-site may include the

following:

_identification_nf the delivery model(s) appropriate

to tha agency/community and its specific needs

b. development of service delivery plans, including

specific modifications and implementation concerns

c. ufollow-up assessment and evaluation.

40

-*



Practitioner Workshop Project

OUTREACH, INFORMATION AND REFERRAL

Participant List

November 19-22, 1980
Airlie House
Airlie, Virginia

CLAUDINE AJETI
Field Representative
Office of Refugee Services
State Dept. of Social Services
107 South Broadway - Room 6005

Los Ahgeles, California 90012

(213) 620-2728

JOAN BERNA.
Director'
Elgin YWCA Indochinese Refugee Project

YWCA .

220 East Chicago Street
Elgin, Illinois 60120
'012) 742-7930

DONA BETENBAUGH
Assistant to the Regional Director
Lutheran Immigration and Refugee Services
301 South Elm - Room 507
Greensboro, North Carolina 27401

(919) 275-2719
S

KUE CRAW
Director
Hsmong Natural,Association of North Carolina
Route 8 - Box 637F
Morgantown, North Carolina 28655

(704) 443-7359

BICH THACH
Income Maintenance Worker
Social and Rehabilitation Seivices

P. 0. Box 1620
Wichita, Kansas 67201
(316) 268-7280
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.SOUA HER
.Laotian Assistant
Wisconsin Resettlement AssiStance Office
1 West.Wilson - Room B158
Madison, Wisconiin 537C2
(608) 267-7839'

HELEN PUFF
Director and State Coordinator
Idaho Refugee Service Center,

t, Adult Education Department
Boise 'State University

,poise, Idaho 83725
(208) 285-3682

ROBERT HUSS
Program Director
Refugee Family Program
Syracuse.City School District
410 E. Willow Street
Syracuse, New York 13203
(315) 425-4518'

MICHAEL HUYNH
Executive Director
_Center for Southeast Asia Refugee Resettlement
121 Leavenworth Street -- 2nd Floor
San Francisco, California .'94102
(415) 885-2743

,

DAVE OKIMOTO (ead Consultant)
Executive Director =

Asian Counseling and Referral Service
655 South Jackson
Seattle, Wjsh'ington 98104
(206) 447-3609

KINGSAVANH PATHAMMAVONG
Mental Health Worker
Project PAM (Promote Acculturation of

Indochinese Refugees)
0epartmelit of Human Resourtqs
2300 south Ninth Street - Room 300B
Arlington, Virginia 22204
(703) 558-2238

bn
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VANNA STRINISO -.

EXt.cutive,Director ,
N-----..

Carpod4in Muetal'Assistance Association
.

.

YWCk-*Room 306 .

65--.uth 4th Street ,- ..

.--- -
.--

Col..it.us, Ohio 43215 - 4* -- o,

(614) 888-4581 sa mr
, -

.
,

PAT SWAIN
Program Developer
Indochinese Community Center

1 1628 16th Street, N.W.
Washington, D.C. 20009
(202) 462-4330

S

OBSERVER: 4

KATHY DO
Refugee Program Specialist
Office of Refugee Resettlement
Department of Health -and Human Services
330 C Street, S.W. - Room 1229
Washington, D.C. 20201
(202) 245-0403

CONFERENCE FACILITATORS:

ROGER HARMON
Project Director
Practitioner Workshop Project
Indochina Refugee Action Center
1025 15th Street, N.W. Suite 700
Washington, D.C. 20005
(202) 347-8903

W. COURTLAND ROBINSON
Project Coordinator
Practitioner Workshop Project
Indochina Refugee Action Center
1025 15th Street, N.W., Suite 700
Washington,D.C. 20005
(202) 347-8903

--"\
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Program Descriptions

CLAUDINE AJETI
Office of Refugee Services
State Department'Of Social

Services
Los AngeleT, California
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The Office of Refugee-Services is the designated office for
Southern California to develop, implement and monitor' services to

Indochinese refugees. The primary geographic areas include Los
Angeles, Santa Barbara and Ventura County. The office contracts
with a number of agencies who provide I&R and outreach services
in different ways. The office strives to ensure that all compo-
nents of I &R and outreach are. available in each geographic area.
Of particular note is the process for outreach to groups. In

this process all projects in Los Angeles provide input-into the

contents of the radio program and newsletter. The outcome is a

truly community wide effort. Similarly in the agency outreach
process, workshops are conducted which include extensive input

from the service providers. The outcome of this-process is
ongoing cooperation, coordinatibn and a minimal duplication of

services. '

JOAN BERNA
Elgin Young Women's Christian
Association

Indochinese Refugee Project
Elgin, Illinois

The Elgin YWCA Indochinese Refugee Project provides services

to 400 refugees annually and serves the greater Elgin vicinity.

The staff of ten full -time' and fifteen part-time persOnnel
operate o'it of a multi-service agency loeated'in Elgin. The

program provides both individual and group I&R. The group I&R,

is provided mainly-through ESL caisses. The project makes

extensive use of translated materials in the native language.

The project does not engage extensively in outreach because

of the current overload on existing services. Also, word of

mouth is often adequate to keep services full. When outreach is

necessary all methods are utilized (i.e., individual, community

and agendy methods).
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DONA BETENBAUGH
Lutheran Immigration and Refugee
Resettlement Program - Regional
Office

Greensboro, North Carolina

The Lutheran Immigration and Refugee Resettlement Program
serves the state of North Carolina. The program has resettled
850 refugees since 1975 and presently targets-the resettlement
of ten families per month. The two and one-half staff work very
,closely with sponsors located throughout the state. The program
is the local representative for the national VOLAG. Most of the
I&R services are provided to refugees through their sponsors.
I&R to groups takes the form primarily of. workshops on cross-
cultural issues to other providers.

Outreach is done primarily thr. Th sponsors. The LIRS
office serves to enable' Sponsors to ssist the refugees. Most
of the sponsorships ara quite stable so there is little necessity
to cope v.ith the prollem of secondary migration. Other refugees
in the area who are not sponsored by LIRS are also given some
ass..stanc?.. A feature of this program is that they participate
in monthly state meeting of .all VOLAGS and state representatives
in order t, facilitate joint planning. This enhances the agency
outreach process.

KUE CRAW
Hmong Natural Association of
-NOrth Carolina
Morgantown, North Carolina

The Hmong Natural Association of North Carolha serves the
state of North Carolina and targets the tribal Lao groups of
Hmong," Mien, Lao Theung and Thai Dam. The program serves 400
refugees who are principally Hmong. The staff of three operate
out of an office.inAarion, North Carolina, but also make use of
community facilitieS as needed.

The Association focuses primarily on the individual method
of outreach and I&R services. Because the association-is--
comprised of among refugees, contacting newly arriving Hmong
is hot difficylt because the community_ network will ihform the
association staff of ¶he new arrivals. Similarly, the provision
of individualk-ed,;Wis easily accommodated because of the ready

access to the clients and the,personalized nature of the service.
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BICH, T. DAO
Reunification Mailbox
Withita, Kansas
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The Reunification Mailbox is a program designed to reunite
Vietnamese families in Vietnam with relatives in the United

States. The Mailbox is a nationwide program with one volunteer

staff member. The primary means of outreach is through the news-

paper, magazines, newsletters and by individual contact. The

program services approximately twenty refugees per month.

SOUA HER
Wisconsin Resettlement Assistance

Office
Madison,_ Wisconsin

The Wisconsin Resettlement Assistance Office is the designated

office in the State of Wisconsin for the planning, development and

implementation of services to refugees. There are five staff at

the state office, 17 under contract to the state and 30 other staff

employed by different agencies throughout the state. The state

population of refugees is 9,500. Of the 9,500, two thousand are

Soviet Jews and other non-Indochinese refugees:,

The office provides I&R to groups as well as individuals.

Special emphasis, in I&R for groups is placed upon meetings with

community leaders and sponsors. Outreach by the office is not

extensively pursued because this is usually provided by the local

agencies. The primary responsibility of the state office vis. -a-vis

outreach. is to bring together the agencies involved in service

provision to refugees.

HELEN HUFF
Idaho Refugee Service Center
Adult Education Department
Boise State University
Boise, Idaho

\c The Idaho Refugee Service Center is a statewide service

agency which is-also the state
deSignated office for refugee

resettlement funds. This multi-service agency provides the entire-

spectrum of refugee. services to its population
of 750 refugees.

The 10 full-time staff, 30 ESL instructors, 10 Driver Education

instructors and 250 volunteers-provide I&R_and_outreach services

in a variety of ways. However, because there are a limited number

of refugees, the agency is able to identify' each refugee when they

enter the state and make the appropriate services available. The

Cebter makes extensive use of a home economics staff member as

well as volunteers in the provision of outreach services. With

respect to agency outreach the Center sponsors periodic teas and

social functions to bring together agencies serving refugees.
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ROBERT HUSS
Refugee Family Program
Syracuse City School District
Syracuse, New Work

The Refugee Family Program is located in Syracuse, New York
and serves a six county area in Central New York. The program
serves approximately 500 of the 750 refugees in the area. 'The
staff of 12 work out of an ESL program located in the Syracuse
City School District.

The program's primary means of providing I&R is through the
individual method, although group I&R is provided through the ESL
classes.

Because the number of refugees coming into the area is
relatively limited, the program is able to work directly with
the VOLAGS, sponsors and other community resources to provide an
individualized approach to outreach. Outreach to newly arriving
refugees is accomplished through sponsor orientation. Group
outreach is provided through ESL programs.

MICHAEL HUYNH
Center for Southeast Asian

Resettlement
San Francisco, California

The Center for Southeast Asian Resettlement is a multi-
service agency serving S.E. Asian refugees in Mann, San Franciscd

and San Mateo counties. The Center serves an active caseload of

4,759 refugees over a 12-month period. The 52 primarily S.E.
Asian professional and paraprofessional staff provide a compre-
hensive spectrum of services. The Center provides I&R and outreach
services as part,of its overall service delivery program. The

Center, which is one of the few agencies that serves Southeast, Asians

and is more than twd'years old, has employed a Southeast 21.4ian
director and'is run by a4Southeast- Asian Board of Directors.

DAVE OKIMOTO
Asian Counseling and Referral

Service
Seattle, Washington

The Asian Counseling and Referral Service is a Pan Asian

mental health and social service program serving the Asian com-

munity of greater Seattle. Indochinese staff comprise twelve

c
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of the thirty staff of the agency. The Information and Referral
and Outreach methods are primarily individual in nature. The
majority of I&R is provided through a centralized I&R worker who
utilizes the bilingual staff as necessary to respond to requests.
Outreach is done primarily through contacts with VOLAGS, the

health department and the MAA's.

KINGSAVANH PATHAMMAVONG
Project PAIR (Promote Acculturation

of Indochinese Refugees)
Department of Human Resources
Arlington, Virginia

Project PAIR is a mental health project serving Arlington

County; Virginia. The staff of three bilingual workers, a
Director, and a secretary serve an ongoing caseload of ninety

refugees. Most of the individual I&R is proyided out of their

office. The group I&R is provided primarily through community
orientation, school orientation and through working with groups

of people. Outreach is performed on an individual, community

and agency basis. The Project emphasizes an individualized
approach to outreach, but also works through community meetings.

VANNA STRINKO
The Cambodian Mutual Assistance

Association
Columbus, Ohio

The Cambodian Mutual Assistance Association has just begun
operation but is projected to serve 235 refugees, mostly ofCambodian

descent. The Associatibn serves the refugee'community,of greater

Columbus, Ohio. The staff of three focus primarily on an indivi-

dualized approach to I4R and outreach. Community outreach is

provided through the sponsorship of religious activities and

social and cultural events. The primary method of outreach to
community members is through the home visit by one of the

bilingual/bicultural staff.

PAT SWAIN
Indochinese Community Center
Washington, D.C.

The Indochinese Community Center is a Mutual Assistance

0 Association serving the Cambodian, Lao and Vietnamese communities

of Metropolitan Washington, D.C. The staff of four serve 450

refugees per month.,
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The IfiR for individuals is provided primarily by telephone
and is delegated to one worker. Other staff are used when the
designated worker does not speak their language or when specific
expertise is needed. The majority of the I&R is provided in the
group setting in meetings of MAA's, MAA leaders and with existing
groups.

The outreach is done on .both an individual and group basis.
The center makes extensile use of indigenous group liStings from
the MAA's, temples, churches and social organizations to identify
refugees. Special emphasis is also placed on the outreach
strategy of targeting high concentration areas and assigning staff
to contact housing units.
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