








































































































































































































































































































immigrants required their services. In brief. the estimation of the volume of recent
irnmigrants served is small.

The workers at JFS only identifyv those from Russia or Israel as having problems
with the official languages. Those who migrated from Morocco are able to speak French.

A staff member at Le Mercaz described the main languages used in their services:

French and English almost 100%. [And a small percentage of]
Hebrew. Russian...very much Russian. which is why we make
sure there are Russian people statfed here because there are some
people who just come over and they don't really speak any other
language until they learn.

A worker in the CAP said much the same thing about her client's spoken
languages:
English or French. predominantly. ['d say it's about 50-30 with
the English and the French. We've got some Russian only. we
have some Yiddish. and there might be the Ethiopians. Normally

they will speak in English or some other languages. Those are
the basic languages.

The above quotes suggest that the majority of the clients are either French or
English speaking. Other evidence also supports this. Weinfeld says of the Jews in North
America. "English is the lingua franca of the Jewish community" (1993: 189).

In principle. JFS does not serve those over sixty. There are other specialized
service agencies that take care of the specific needs of this group. For example. under the
Federation. the Jewish Support Services for the Elderly (JSSE). provides the elderly with
home-care service. However. as the supervisor of the [n-Take Department of JFS said
there were exceptions. She explained. "there are cases in my department. for example.

where clients are requesting counseling. and they may be over 60. and we will see them."
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Generally though. JFS does not serve elderly clients which is in contrast to the practice of

CFS which serves clients of all ages.

Clients seek help trom JFS for a wide range of problems. According to a

supervisor:

A counselor echoed this and elaborated what kinds ot problems his clients had:

The socio-economic context of today has been very powerful in
affecting and being affected in the service. We're seeing a lot of
unemplovment. a lot of unemployment in the voung. a lot of
unemployment in people who have worked their whole lives and
are now unemployed. and all of the repercussions that these may
have on the family. including the financial affect. the stress. and
the despair. depression. the rate of divorce. etc.

In the young adult cohort. which is 18-33. we see a lot of basic
life cyvcle transition issues that we used to see in the age group
that was about ten years vounger. [ think it has a lot to do with
North American society where vouth are kept in adolescent roles
for another ten vears. You know the basic fact that we're
students for so long. we marry later. it's harder to get into the job
market. there's financial dependence on parents for longer. which
leads to emotional dependence and more difticulty in separation
from the family origin. [ think there are more vouth in single
parent homes and they don't have role models about parenting.
they have more difficulty in any type of intimate relations when
they get older... All that type of thing. so we're talking about
people who have had difficulties in stable relationships. a lot of
difficulty in commitment. fear around that. There are some
issues with gambling or substance abuse. alcoholism coupled
with violence. or depression. This used to be centered around
bereavement issues. a loss of parents. that five vears later are still
trying to be dealt with.

Another therapist who works with children. individuals. couples. adolescents. and

families observed:

[ think [the clients' problems] are a mirror image of the
community at large. with the same kinds of problems. If it's



couples. there are stresses on the marriage. The usual things that
bring couples into therapy are communication problems. sexual
problems. fitting in. and financial pressures. And in general [ see
people for bereavement. adjustment to job loss. separation and
divorce. vou name it. whatever vou could find in the larger
community. it's reflected in this small microcosm. the same
problems."

The workers in JFS perceive that the problems their clients have reflect those in

two categories: newcomers and the experienced ones. An in-take worker described an

obstacle in providing services for the newcomers:

We have to reach out for those [newcomers]. That is what we
are struggling with all the time. A lot of these clients. especially
our Russian clientele. they are coming from a country where they
do not trust their government. [t is their culture: it is what they
learnt. very suspicious of the kinds of services that are provided.
to be very private. And all of a sudden they are coming to a
country where the services are provided and theyv don't know how
to reach out for them.... [The experienced ones] do know what
services are available and they do know where to go.

The supervisor in the CAP classifies the clients in the same manner:

People come to us and they're very vulnerable. and some are very
knowledgeable. | mean some have been living this kind of life for
many vears: that's their existence. and they're very resourceful. so
they know more than we do. But others don't. Others are very
frail the first time they're in this kind of situation or they just
don't have the strength or personality to manage. and we help
them.

Like those in CFS. it seems that some JFS clients depend on the services a great

the larger community and in the general society. In contrast. the problem of CFS' clients

are more likely related to immigration. Moreover. the clients in JFS can be divided into

deal. but their reasons might be somewhat different. According to the supervisor in CAP.
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some clients have to rely on the assistance of JFS to survive. Perhaps this finding is not
so surprising. because as other workers suggest. clients' problems reflect the general
problems in the community. Since many of them are unemployved or under-employed due
to the general economic situation in Quebec and Canada. they might need financial
assistance from CAP just to maintain basic living standards. Moreover. such hardship

may generate other family problems. creating the need for other JFS services.

l. Language

As some of the quotes above have suggested. some immigrants. such as those
from Russia. are not yet able to master either French or English. so they have to seek help
from Russian-speaking staff in Le Mercaz and JFS. One in-take worker expresses

empathy for these clients:

A lot of these clients don't use CLSC. They are intimidated by it.
You can't really blame them because they are not necessarily
being served in the language thev understand.

A Russian-speaking worker made the following observation:

You know. most of them [her clients]. no. all of them speak
Russian. of course. But some of them cannot speak enough
English or French to explain their situation to other workers. so
they need to talk with me. [Their English and French are] not
enough for explanation of their situation to an English or French
speaking worker. There are a lot of clients who speak English
and French well. but they want to tatk with me. Not with English
or French-speaking social workers. and every time I ask them:
"Why? Your English and French are okay. you can go to other
workers". because they need to wait for my appointment with
them for maybe 2 or 3 weeks. [they say] "No. we want to meet
with you because only Russian-speaking persons with Russian
mentality can understand us at first. then we are embarrassed to
talk about our problems in a foreign language and to foreign
people." Because ['ll look in your eyes. I can understand
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immediately...the social worker can use a translator. but the
people do not like it. and | can understand this because they need
to talk about their personality problems. and then in front of the
social worker. and then the translator before them. it is a terrible
situation.

Language barriers are common for some ethnic minority immigrants who are not
able to use the official languages to seek what they need. As we have discussed in the
literature review. some clients tind it easier and more comfortable to express their
personal problems in their mother tongue. For these clients. the only option is to seek
help from the service agencies in their own communities where they can use their

preferred languages.

2. Primordial Tie

It is a strong Jewish tradition that the Jews take care of their own people through
community effort. This practice has been the driving force behind the survival of the
community. As we have discussed in the last chapter. Montreal Jews demonstrate that
they are particularly dedicated to taking care of their fellow community members. In JFS.
Jewish workers and Jewish clients share this same expectation. An executive member of

the Federation explained:

The word we use in Hebrew draws from a root which means
justice. or social justice as opposed to charity. Charity. [ can
decide to give or not to give. But what I'm involved in. in the
Hebrew word is sedakah....it comes from the word justice or
righteousness and the truth is it's not an option. In the Jewish
community we take care of people who don't have. so our
fundraising as well as our social services are based on a social
value system that says that we have a moral obligation and a
social responsibility to take care of those in need. Its not a
luxury. it's not an option if [ feel like taking care of them or not.
[ have a responsibility.
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There are other reasons that draw Jewish clients to JFS. One of them is the
element of Jewishness. Literature suggests (Cox and Ephross. 1998: 117) that some
ethnic clients feel more comfortable and build trust more easily in their own ethnic

settings when they look for help. JFS has achieved this. A social worker observed:

There is a connection between vou and vour clients. There is a
sense of understanding. it is easy to engage a client who knows
where vou are coming from. who understands yvour culture. yvour
feelings. vour up-bringing. and the impact that ail this has on vou
emotionally.  Very often vour client says vou are Jewish.
Sometimes it helps. and [ think that is a very important feeling
that you are coming to a place. and vou have specific needs
whether thev are emotional. whether someone is on vour
wavelength only because you share the same cultural identity.
Clients feel that they are in the environment. it is everywhere.
We close on Jewish holidays. There is a very distinct element
that is being filtered through.

JFS operates according to the Jewish calendar. Even its setting is also very
Jewish. There are mezuzahs antached 10 most of the door frames. and some Orthodox
clients kiss them when they enter the room. The supervisor in psychiatric services

explained the element of Jewishness in her program:

[The element of Jewishness] is not the main mandate of the
program. but [ think it's inherent in eversthing we do...what we
were tryving to create was a service that could not only fill in
some of the gaps in terms of concrete needs of a psychiatric
client such as a dailyv living assistant accompanying them to
appointments. reminders of appointments. and links to volunteer
work and emplovment programs. but also to focus on revitalizing
their Jewishness. their sense of Jewish identity. and bringing
them closer 1o the Jewish community which they may have
strayed from because they're very isolated and because many are
in areas of the city where programs are part of the wider
community.



The strong sense of Jewishness is apparent in the services. the service setting. and
in the belief and attitude of the service providers. The clients also share the same kind of
primordial feeling with JFS. A woman expressed her feelings toward the service that she
sought:

Yeah. when we meet as a group or individually it just feels good
because there's a link to the Jewish society. We talk about Rosh
Hashanah sometimes. When the rabbi comes to talk to us and
explains the Torah and things like this it feels good because yvou

have someone 1o fall back on and vou're able to learn about your
roots. | started going back to the Jewish library now.

3. Unique Services

JES provides services (both at an individual level and at the group level) that are

not avatlable in the mainstream agencies. The psychiatric program mentioned above is a
good example. It can help clients for a much longer term than comparable services found
elsewhere. unless one pays a much higher rate to a private practitioner. Another example
is the unique service provided by Family. Life and Education. This department mainly
ofters services to Jewish private schools but also to some other private independent high
schools. both Protestant and Catholic. The department receives contracts from schools in
need of the help of professional educators. to organize talks for students of different ages
and levels on topics such as puberty. sex education. conflict resolution. friendship and
cating disorders. The supervisor claimed:

A school can't get that many educators at one time to lead group

discussion for. let's sav two hundred students. We have that

many educators. the expertise. and credibility. This type of
service is unique in North America.
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Another unique feature of JFS' services is that although they charge user fees. JFS
charges fees based on a sliding scale. Therefore. even the clients who cannot pay in full
are still able to utilize their services. These clients cannot easily find private services that

offer such an advantage. The executive director explained:

JFS does not develop programs which overlap with those in the
Jewish community and the government agencies. We pay a lot of
attention to what is missing in the community and in the
mainstream society. We do not want to waste money (o
complement services offered by existing agencies.

Other unique services will be discussed later to illustrate the ways in which JFS
delivers its culturally and linguistically sensitive services to clients. One of the key

functions of JFS is to fill the service gaps in both the community and mainstream society.

Financial Resources

JFS enjovs solid tinancial support from the Jewish community. and it can also
generate some financial resources through self-financing. Fifty-five percent of the
funding comes from the Federation. since JFS is one of their fourteen local constituency
organizations. The Federation raises money through the Combined Jewish Appeal. which
is a fundraising body that allocates the donations to different constituencies. According
to the director of the Federation. JFS is the primary recipient of funds and receives about
three million dollars a vear.

Another fortv-five percent of the funding comes from other sources. As in the
case of CFS. the private sector approaches JFS with ideas for the development of
programs. Farah Foundation. a non-Jewish organization. funded JFS to launch an AIDS
prevention program in 15 public schools. Another way in which JFS generates financial

resources is to sell their services to schools in both the Jewish and non-Jewish
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communities. The director of the School Services Program explains how funding has

changed:

We used to be a department completelv funded by the Jewish
Federation and by the Jewish community. It is now a
department. a fee-for-service department. and we get only a third
of our budget trom the Jewish community. Two thirds of our
budget we generate from fees. So we changed in funding. We
are a multi-disciplinary department that offers support services to
schools and we offer different kinds of packages of service right
now to about 40 schools in Montreal. all private. mostly Jewish.
but not all Jewish...[The non-Jewish schools] purchase services:
there is no subsidy: they pay full price.

Like CFS. JFS also implements service charges. Clients need to pay for their
counseling. although a sliding scale is available to those who cannot afford the tull
charge.

In short. CFS's fund raising can only generate minimal resources. Survival of the

‘ programs in CFS requires substantial financial support from agencies and organizations
outside the Chinese community. grants trom the three levels of government. and payment

from its clients. The director sums it up:

Our structure. programs and orientation are verv fluid. Funding
sources influence the programs a lot.

JFS. on the other hand. 1s able 1o gain most of the support from their own
community. Services and programs are more stable in JFS. Even though Jewish clients
and Jewish schools cannot afford to pay full price. they can apply for subsidies. and the
money for subsidies also comes from the community. When a past board member who
recently left recalled how JFS survived afier the provincial government decided to stop

funding them. she says:

99



(JFS transformed itself] into an entrepreneurial organization that
is self-financing. so that it can exist on its own.

The above discussion suggests that even though there may be urgent needs in the
community and service agencies are enthusiastic about helping. program development
and initiation depends heavily on funding sources and availability. It also seems that in
terms of offering social services. JFS. with full community support. expertise and human
capital enabling them to be self-financing. is more capable of meeting the needs of the

community than CFS.

Conclusion

This chapter has given a general introduction to CFS and JFS. We have discussed
their boards. staff. clients. and financial resources. We can see that due to the different
needs of the agencies. different tvpes of demands from the clients. and perhaps different
cultural origins. the formation and functioning of the agencies are different. We will have
a more in-depth discussion of this issue in Chapter Seven. but it is quite evident that in
terms of financial and human resources. CFS is less developed than JFS. It is precisely
for this reason that CFS deliberately recruits expertise from outside the Chinese
community. and it must develop more connections to available resources. Since Jews are
more integrated into mainstream Quebec society than the Chinese. it is logical that the
mission of CFS is to foster their clients’ integration. The composition of the CFS board
reflects this strategy.

JFS has a much larger structure. which constitutes a larger number of staff than
CES. While all of the workers in JFS are professionally trained. many of those in CFS
are not. The French-speaking environment and social work regulations inhibit the

professionally-trained Chinese workers from making the most of their expertise. In order

100



to accommodate the situation. CFS has no choice but to hire workers who are fluent in
French. even though these workers have not received formal social work training.

Since the Chinese community is still largely an immigrant community. and their
native language is very distinct from European languages. many clients face challenges
regarding both settlement and language issues. The most highly-demanded services in
CFS are still very much related to immigrant needs. The Jewish community. on the other
hand. has a well-developed structure. in which social services are very specialized. JFS
does not serve immigrants per se. Jewish immigrants are assisted by other specialized
agencies. Although most of the clients in JFS are able to seek help from mainstream
service agencies. they prefer services offered by their own community organization. This
strong primordial tie is the result of a long tradition of community care in Jewish
religious teaching and culture. It is interesting to note. however. that workers and clients
of CFS do not bring up the concept of primordial ties in their interviews. Instead. they
tend to focus on practical reasons for services. In the following chapters. we will explore
how the different nature of these two agencies affects the ways in which theyv offer
culturally and linguistically sensitive services to their community members. and what
difficulties they face. Furthermore. the general introduction of these two agencies offers a
set of rich data to help us reflect on their role in the polity of their communities. This will

be discussed in Chapter Seven.
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Chapter Five

Culturally Sensitive Social Services: The Case of Chinese

This chapter will explore 1) how a Chinese family service agency offers culturally
sensitive services to its members. 2) under what conditions the benetits of culturally
sensitive social services can be seen. and 3) the challenges that the workers and the
agency face. The services offered by CFS can be largely categorized into three areas:
form filling. information and translation: service programs: and counseling services.
Service programs. a more macro approach to meeting the clients' needs. refer to programs
that may carry out a theme targeting a particular group. An example is a program to take
the message of AIDS prevention to adolescents. Each service area will be discussed in
turn. and in the next chapter the case ot a Jewish family service agency will be discussed

in the same tashion.

1. Form Filling. Information and Translation

In CFS. in-take workers spend a great deal of time helping clients to fill out forms
such as applications for Social Insurance Cards. Medicare Cards and so on. Another busy
area involves giving out information such as how to apply for unemployment insurance or
child benefits. They also make doctor's appointments for their clients if translation is
needed. These kinds of services merely require linguistic assistance. and minimal
cultural sensitivity.

In-take workers also organize talks that provide information for different targeted
groups such as parents. women and new immigrants. About twenty talks on diftferent
topics are given throughout the vear. The topics cover "the practical needs of the clients"

as one in-take worker puts it. He added:
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Our talks are very comprehensive. They can be about renting an
apartment. taxation. buving or selling real estate and so on.
Many new immigrants don't know the details in rental
regulations. Thev don't know how to terminate their lease or
whether the rent increase is reasonable or not. Our talks aim at
telling our clients more about their rights and what they should
know when they live in Quebec. When clients often come up
with the same question. and I can't answer them. there is a need
to organize a talk on that topic. How to write a living will and
how to tile for divorce are good examples.

If an in-take worker is not knowledgeable in the area and cannot give a talk. he or
she will invite an expert in the field. who might come from the mainstream society. Then

the talks will be given in either French or English: the worker will assist as a translator.

2. Service Progrums

Many CFS programs illustrate the culturally sensitive elements of its services.
Consider an AIDS prevention program: some immigrants. mainly the husbands. return to
their homelands to work. while their wives stay in Montreal. One worker worried that the
men who were working in Southeast Asia might be exposed to unprotected sex. The
original aim was to sensitize women who may be at risk of contracting the disease from
their husbands. The group. six females and one male. met once a week for six sessions.

However. the worker worried that there might be a ditficulty in attracting women
to the program if she used the word "AIDS" in its title. She believed that it would scare
the participants away. If they came in to attend the session. a stigma would be attached to
them if they were spotted by others. Therefore. she used an indirect approach. She came
up with the title: "Parents Who Care". She hoped that if the program was about their
children. the mothers might show more interest. She observed. "They [the mothers] are
not very concerned about their own health. Through parenting programs. [ hope parents

become more involved."”
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When asked how she prepared the content of the sessions so that they would be

especially suitable for Chinese. she gave the following response:

[ used an indirect approach. when I prepared the materials. In the
first section thev got to know each other. [ mentioned that
parents might find it difficult to bring their children here. I also
talked a bit about the different parenting approaches in their
homeland and Canada. Then another topic was all about
parenting. [ had two focus groups. The first group which [ had
finished was for mothers who have vounger kids. | focused more
on discipline. For those with the focus on high school kids.
courtship and making triends was the focus. Communication
was the topic. [ brought up the Chinese way of discipline...that
is. Chinese believe that physical punishment can bring up a good
kid. [an idea] which is not shared by Canadian society. I talked
about when to learn from the Western ways of parenting and
when to retain their own best ways. I also found communication
was very important: if it doesn't exist. there is no further sex
education. The third topic was the core: sex education. I found
this was the most lively session. [ intended to have the issue of
AIDS following. but [ couldn't. They wanted to carrv on the
discussion. Because we have a Chinese audience. [ know they
won't talk about sex education at home. [ again used the indirect
approach by using puns: instead of sayving "sex has it good
nature”. [ used Confucius' teaching "men were born with good
nature”. [The wording of these two phrases is exactly the same:
the word for "sex" and "nature of a person” is exactly the same. ]

She further commented that sex education as taught in the West is very different

from "what we usually teach". This implies that she could just copy the conventional
kind of sex education used in mainstream society. She would modify the ways of

teaching and stress what she thought the Chinese were more concerned about. She

elaborated:

[ will tell the parents what the schools teach on sex education.
And from the Chinese point of view. what else needs to be
added. For example. the sex education in schools here is very
technical and only informational because they have their
limitations. Moral values might not be brought in. Being a
parent. we hope we can convey our Chinese traditions and values
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to our children. How do we convey those ideas? Through
parents like us. We hope to build on the topics of
communication to promote the idea that parents can talk with
their children.

Then in the next step we can supplement what is left out at
school or correct their misconceptions about sex. What do I
supplement? Many things. [t happened to my son. who is in
Grade 3. One day he came home. put his school bag aside. and
asked me. "Mama is it true that a man has to put his penis into a
woman's vagina?" He tells me in those technical terms. [ am
surprised. [ believe [ am a very open mother. I was surprised!!
Grade three. I am shocked. Then I asked him where he got such
an idea. to determine whether it came from the playground or the
classroom. Then he told me it was from his teacher. [ think he
got it from the class on moral education. [ asked him further
what else was taught. and if his teacher showed him any pictures.
Yes. he replied. | was very shocked. [ had discussed the concept
of sexual abuse with him. because he told me it happened to his
female classmate...I cannot control what he is exposed to. | have
to follow up on what he has been exposed to, and give him the
right concept of things. Then [ asked the parents if their children
have learned such things [referring to sex education] at school.
They said no: their kids did not mention anything like this. |
thought their kids just didn't mention what they learned about sex
at school in the home. They have no way to avoid such
exposure,

My son asked me if | did the same thing with Dad. It is a normal
question for a child. That means you should prepare yourself for
these questions. When he asked more specific questions. I
answered them. This went on in the whole night. stop and start
again. He also asked his Dad the same question while they were
watching TV. What [ want to say is that we need to follow up at
the appropriate ime. My son commented. "vuck. how did vou do
that?" Then [ replied. "it is only between two people in fove and
when they are married.” [ am trying to fill in the details from this
perspective. [ am a little concerned since he has learned so
much. So occasionally. I quiz him. On the same night, [ asked
him when people can do such thing. "When they are in love". he
replied. I asked. "and...?" This 'and' is very important you know.

I think | will use different approaches to talk to him about
marriage in the coming ten to fifteen years. He won't follow you
if you just mention this once. That is impossible. [ have to
convey this to him repeatedly. and hope that he can internalize
this value. [ consider this as part of sex education that half. even
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2/3 of the class comes from a divorced family. His phone book
lists Stephanie's father [her son's classmate's father] and
Stephanie's mother's phone number. So [ am concerned about his
concept of marriage. Of course. this is a much broader context in
sex education. [ think it is important that you can't just talk about
sex to your kids. [The interviewer asked if she discussed these in
her sessions.] | touched upon those points. [ told them sex
education can be very broad. such as sexuality. growing up. |
want to tell them they can't ignore these issues. [ don't want them
to think there is plenty of time to talk about sex. It is right in
front of them.

Excerpts from this interview reveal several keyv points about the concept of
cultural sensitivity. The agency understands the lifestyle of these immigrants. The
workers realize many husbands might be absent because they have found better job
opportunities in their homelands. where they might be exposed to unprotected sex. In
turn. their wives who remain here might also be at risk if their husbands have contracted
AIDS. The agency is also sensitive to the mentality of Chinese women. who always put
their children first. In order to draw these women's attention to the issues of AIDS. the
co-ordinator has to use a strategy that is more effectively suited to the targeted group.
including having a more "appropriate" program title. Not only do we see that the
preparation phase involves cultural sensitivity. we also learn that the ways of conveying
messages and the content of the presentation must be modified to meet the mentality of
these Chinese women. Moreover. when the co-ordinator was asked in what way her
program suits Chinese. she replied. "the language." Therefore. culturally sensitive social
services involve an understanding of the clients' cultural backgrounds. mentality and
language. As Cox and Ephross (1998: 106-107) argued. when it comes to accessibility.
cven titles matter.

Another program. "Friendly Visits For Chinese Seniors At Risk". also serves as a
good example. The well-being of Chinese elderly in the Chinese community is always

the concern of CFS. Man Sau Chinese Seniors' Center. a center for the Chinese elderly
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under CFS. has always been active in organizing leisure activities. While CFS was eager
to plan other activities which were more service-oriented. the Canadian Association on
Gerontology (CAG) welcomed proposals tor the "National Development Program For
Seniors At Risk".

In the spring of 1996. CFS obtained funding from the CAG to launch a pilot
project called "Friendly Visits For Chinese Seniors At Risk" in the Chinatown district of
Montreal. The project's aim was to establish an outreach program to help housebound or
low-mobility Chinese elderly by training more able-bodied Chinese elderly as triendly
visitors.

Like the project of AIDS prevention. Friendly Visits identified the existing needs
of the community. Although a similar service is offered by the local CLSC. the results
have been unsatisfactory. First. there is a shortage of Chinese workers in the local CLSC:
there is only one who works for home services and she also serves non-Chinese clients.
Demand for her is very high. Second. some Chinese clients do not appreciate workers
from other ethnic backgrounds who may not understand their needs and/or mentality. In a

consultation meeting for this project. an elderly representative told her story:

Once my husband was sick. I needed help from a social worker
because I could not deal with everything by myselt, trom chores
to caring for my husband. The social worker was a graduate and
a Canadian [a white]. The social worker suggested that [ go out
and have fun and she would take care ot my husband. But how
could I feel relaxed? When I was out | was still worried about
my husband. He was not happy either. He did not like to be
served by an outsider. He expected me to stay home to take care
of everything. even helping him to use the washroom. These
expectations had become my routine and [ expected myself to
carry out the duty. I can't be as 'easy-going' as some Westerners.
The worker just didn't understand.

Incidents like this inspired CFS to launch their own service for the elderly of the

community. As Gatheil and Tepper remind workers in cross-cultural settings. "To
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effectively serve culturally diverse older families. social workers draw primarily on two
knowledge bases: aging and diversity. always being sensitive to the interactions between
the two" (1997: 104).

The targeted elderly. who are in their 80s and 90s. are very isolated. Some of their
children do not live with them or do not live in Montreal at all. Even if their children live
with them. they are seldom home. Their family members are not available all the time.
They cannot go out because of health problems. or linguistic or cultural barriers. They
also lack knowledge of and/or access to community and public resources. They are
confined to Chinatown.

During the preparation phrase. the co-ordinators were sensitive to the cultural
backgrounds of the elderly. both the clients and the volunteers. The challenge was that
volunteerism is not a well-understood concept among some Chinese seniors. Some even
have negative views about volunteering. commenting that "volunteers are outsiders who

have nothing to do at home and at work". "volunteering is second rate work". "they may

"

have bad intentions in helping other people™ or "even if they are nice. it is better not to

bother people who are not family members." One worker described how they tackled this

problem:

We had to be careful when we promoted the concepts of
volunteering and mutual help among seniors. and tried to
overcome cultural taboos concerning volunteering. including
both becoming and accepting volunteers. Some of the volunteers
were very skeptical when they joined the project. The first step
we took to make them feel more comfortable about being a
volunteer was that we organized the training meetings in a very
informal atmosphere. We avoided inviting speakers to give
speeches to the traineces. When we discussed the skills of
volunteers. we tried not to preach. Instead. we shared and
chatted informally when passing them the materials which the
volunteers needed to acquire. The coordinators emphasized the
virtue of mutual help in the Chinese culture. that actually many
Chinese are doing similar work but only in an unorganized
manner. and also that there are needy elders who need such
services.
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What is intriguing about this project is that because of the diversity of the elderly
within the Chinese community. the workers faced other challenges. Firstofall. a
language/dialect barrier existed between the workers and elderly. clients and volunteers.
The targeted elderly are early immigrants who came from the Toi-shan district in southern
China and speak mainly the Toi-shan dialect. The workers. recent immigrants from Hong

Kong. cannot speak Toi-shan. A worker recalled:

Toi-shan. I understand a bit but I can't speak the dialect.
Mandarin too. | am not so fluent but can get by. Many elderly
clients who speak Toi-shan also understand Cantonese. They
speak Toi-shan and [ speak Cantonese. If yvou don't understand
their dialect. it is O.K. for a meeting or two. For thorough
communication or an interview. [ need the assistance of an
interpreter. [ think it | could master Toi-shan. they would feel
closer to me. [ think it is better and easier for them to express
themselves in their own dialect. Although [ am still able to
communicate with them. [ am not familiar with their customs or
taboos.

One incident illustrates the importance of being sensitive to clients' customs and
taboos. When the workers assigned volunteers to clients. theyv tried to match their sex.
spoken dialect and cultural backgrounds. For example. a female volunteer who lived in
Shanghai for a number of vears would be matched to a female Shanghainese client.

However. a worker recalled the following problem:

Although we have been tryving to be sensitive to the concerns and
the needs of the clients. conflicts did occur. We matched their
sex. spoken dialect and cultural backgrounds. In one instance.
we had to assign a volunteer couple who had a car to visit an
elderly lady living alone outside Chinatown. [The couple were
the best choice at the time: other elderly volunteers could not
drive or did not have a car.] We presumed that because the
visitors were a couple. it should work out the same as two female
visitors. but it did not. After several weeks. the elderly lady
declined the service. We contacted her later to find out the
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reason. It appears that she did not feel comfortable when a man
was present. even though he came with his wife. She said she
felt good about the visit only if the wife came.

Perhaps. it is this elderly woman's personal choice not wanting any male
companions even if one were accompanied by his wife. However. it is possible that
elderly women from this cohort are more conservative and strongly believe in sexual
segregation. A worker in this project commented:

[ think this [Chinese coming from different countries of origin] is
only one of the difficult challenges at work. Other reasons
include my age. my educational background and other things that

create barriers between us. Therefore. | need to pay more
attention to understand them.

According to another worker. however. what made this project work. despite the
diversity of the group. was something very Chinese:
Besides the dialect ditferences. religious differences are also
remarkable. Some are Christian while some are Buddhist. There
are many frustrations and ditficulties during the process. But we

still have some common beliefs: [the regard] of the family
towards the elderly is a common ground for us to work with.

This project demonstrates two points: 1) Cultural sensitivity is very important in
all aspects ot the project such as recruitment. training and the actual execution. 2)
Because of the diversity of the backgrounds of the participants in the project. many
ditficulties are encountered. It is suggested that ethnic matching might not work all the
time. No ethnic group is homogenous. and members of an ethnic group or community
could very well have different subcultures. customs and beliefs. and speak different

dizalects (see Castex. 1994: Shams. 1994: Hsu & Serrie. 1998).
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One worker who serves 26 primary schools and 4 high schools on the south shore
is a Vietnamese Chinese. She emigrated from France. and speaks both official languages
as well as Cantonese. She serves as a bridge between the immigrant parents and children
on one hand. and the schools on the other. because there is tremendous misunderstanding
between these two groups. Under Bill 101. all immigrant children. unless a parent of
theirs had attended English schools in Quebec or one of their older siblings received a
certificate of English [anguage instruction. must attend French schools. However. a great
majority of immigrant parents speak either limited French or none at all. Almost all of
the students. having no French training in their homelands. are placed in 'welcoming
classes” which focus on learning French. Before they graduate from these classes. they
cannot take regular subjects. Many parents are frustrated with the progress of their
children'’s education. On the other hand. teachers are not satisfied with the children’s
progress and complain about their unruly behavior in classes. behaviour that might be
caused by language barriers between the students and teachers. Moreover. teachers are
most concerned that some Chinese parents use corporal punishment as a method of
parenting.

This particular school worker attempts to enhance communication between
parents and the schools and reduce misunderstandings. On one occasion. a child showed
signs of fear and hid in a corner at school. When asked. this child said he was hit by his
mother. A teacher contacted the worker at school and wanted to see the mother. The

school worker at CFS said:

It [ was not present. the atmosphere of the meeting could have
been confrontational. = The parent might not accept the
interference of the teacher. She might insist that it is her way to
discipline her kid. However. [ would approach the mother
indirectly. and sensitize her to the fact that corporal punishment
is not accepted in Canada. And in turn. [ will ask the teacher to
suggest alternatives. Then the teacher can discuss the
alternatives with the parent.
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Without the school worker's mediation. the misunderstanding might have
worsened. [f the teacher had suspected that the parent's discipline was too severe and was
harming the child. she would have reported the case to the Child Protection Department.
putting the parent in a difficult situation. Corporal punishment is a very sensitive issue in
Canada. Even though section 43 of the Criminal Code allows parents. teachers. and
caregivers to use "reasonable force” to correct children's undesirable behavior (Eshleman
and Wilson. 1998:369). teachers and other professionals are also obliged to report any
sign of child abuse to Youth Protection. a government agency for child protection.
Sometimes teachers might interpret "reasonable force” differently from parents. Without
knowing the laws and norms in Canada. the parents might take a very defensive position
when confronted. The parents. through this school worker. explained to teachers that
although corporal punishment is often applied to their children. they do not punish their
children severely. According to the school worker. teachers now realize corporal
punishment is an accepted parenting practice among some Asian parents. but they try to
convince the parents to avoid using it as much as possible. This school worker also helps
schools to understand other aspects of Asian families. She holds talks to introduce the
school system in Montreal to parents. Furthermore. parents learn new parenting skills

and learn about available social services in their community from the school workers.

3. Counseling

Since CFS lacks registered social workers and not many of its programs involve
counseling. only limited counseling to individuals is available. Therefore in this section.
most of the examples are drawn from a Chinese family service agency in Toronto (TFS).
In CFS. the most extensive counseling service is available in the Problem Gambling

Project. However. one worker said that in other services. workers play a role as good



listeners when clients need to talk to somebody. The workers encourage their clients to
see soclal workers at the local CLSC if they need counseling services. If translation is
required. the workers in CFS will accompany them to the sesstons.

Cultural sensitivity in counseling services and during intervention can be explored
in the three phases of counseling: initial contact. the process and outcomes. The findings
indicate that cultural sensitivity plays different roles in each phase. The following section

will discuss cultural sensitivity in three different phases.

A Initial Contact

This is the very first moment where a client meets a social worker or counselor.
The key element here is to gain the client's trust. Without that trust or “click". nothing
works ("Engage with a client” is more of a social work term). To achieve this
engagement or "click". a worker must understand the client from both linguistic and
contextual points of view. as well as in regards to value systems. All workers interviewed
agreed on this.

There are several cultural elements that can help counselors gain the trust of their
clients: language. cultural knowledge and immigrant experience. As has been discussed
before. many Chinese clients who seek help often suffer because of language barriers.
One way in which clients feel comtortable with counselors is by speaking the same
language. A worker in TFS who is mainly responsible for individual counseling observed
that immigrant children generally have adjustment problems at school. For many reasons.
teachers are sometimes unsure as to how the family feels about the school and about their
chiidren attending the school. When non-Chinese school workers have problems dealing

with these immigrant students. they call the center for help because of the language

barrier. A counselor told the story of a young student. aged 8. whose teacher complained
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that the student was not interested in learning and did not co-operate with anvone. The

counselor recalled:

I was the first Chinese social worker who spoke his language and
the first Chinese-speaking social worker whom this kid met. He
opened up. Then he told me how he felt about his school. The
kid knew how 1o articulate his feelings about his school. That is
a different picture from what the school told me. The kid
actually had friends. contrary to the school's view. He didn't
show interest in school because he couldn't understand the
teachers.

engaging their clients. Another TFS worker who deals mainly with family violence

discussed how to gain clients' trust:

In the beginning of counseling. victims complain a lot [the
onginal Chinese expression is: spit out the bitter water]. But not
many mention abuse to me it they are not referred by the police.
They seek tangible services such as day care for their children.
They have language problems. get no support. [and] need money.
But the fact behind the case is that the client's husband complains
that she does not contribute financially to the family and beats
her up. After a few sessions. stories are revealed...traditional
Chinese women are more conservative. and won't expose their
problems very quickly. After helping them to get some services.
victims have more confidence in me and the center. They will
tell me more.

In other words. the way to gain trust from her clients is to satisfy some of their

straight ahead 1o the more profound problems. clients may be scared away.

With cultural knowledge of their clients. social workers have a better chance of

tangible needs first. Without knowing the help-seeking patterns of clients and jumping
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B. Clinical process

It a counselor cannot engage the client at the initial stage of contact. it would be
difficult to do any further work. After the client is engaged. what role does cultural
sensitivity play during the counseling process. and how does it help a client?

Most of the counseling services offered by CFS can be found in the Problem
Gambling Program. At the time the interviews were completed. only a few clients had
sought help from this new program. and there were only thirteen cases. The counselors
started with the clients as they normally did (see Lum. 1996: 107): engaging the clients.
making a comprehensive assessment of their situation. and finding out what the most
urgent and immediate problems were. Theyv would try to determine the relationship
between the presented problems and the gambling problem. and how these problems
affected the clients' personal and family lives. A treatment plan would then be developed
accordingly. In normal cases. according to the counselor. six sessions would be given to
the clients. For those in crisis situations. the social worker would establish a few concrete
solutions at the end of the first session. For example. if the client was threatened by
overdraft of credit. the client would be referred to governmental organizations through
which solutions. such as the voluntary repayment scheme. could be arranged. While the
government worked as the mediator between the financial institutions and the clients. the
clients were allowed to repay the loans on a weekly basis according to their family's
financial situation. and would not be hassled by the lenders.

In addition to this "normal” practice. the social worker's cultural competence is
brought into the process. It is believed that such competence enhances the efficacy of the
intervention. because the provider has a better knowledge of clients' values. customs and
culture (Weinfeld. 1997: 251-2: Sue et al.. 1991). One social worker who had a case
involving a Chinese restaurant employee believed that care providers in mainstream

organizations. who are unfamiliar with the subculture of a Chinese restaurant. might have
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intervened less etficiently in that particular case. In order to elaborate this coacept. he

reported:

...for example. [ feel that white counselors may not have the same
understanding towards some issues as we may during the
counseling process.  So. they may not have a detailed
understanding about the background of the problem. or their
handling methods may not be good.

What 1s their view about family relations and the relation with
the community? From our experiences. some white counselors
may individualize the problem. They think that it is Tom's
problem and that 1s it. However. in our Chinese population. we
may probably think that it is not only Tom's personal or
behavioral problem because of his own personality. it is his entire
family's problem as a whole. For example. the addicted gamblers
will not care much about their family's and colleagues’
viewpoints. when their financial situation is fine. For the
Chinese. he will most likely be affected by the viewpoints of his
family members and colleagues. If they work in restaurants. their
colleagues are those who spend the most time with them. If all
his colleagues are all gamblers. there is no way to help him
because he is completely involved in that work situation. If vou
don't know anvthing about how many people in Chinatown are
working in the restaurants and the life of working in a restaurant.
vou never understand how the work situation and lifestyle affect
his views on a gambling problem and how to resolve it.

For example. a client of mine works in a restaurant opencd by
Jews where both Chuen and Western food are served. He never
fet his white colleagues know about his gambling problem. and
those white colleagues never bothered him about his problem.
There are both Chinese and Western staff. My client works in
the kitchen where all the staff there are Chinese. He is affected
by his colleagues’ viewpoints on gambling issues. If his
colleagues scold him in a brotherly manner for that. he will be
more motivated. Why? Because the relationship between the
"principal cook” and the “assistant cook” is like an
apprenticeship. like a teacher-student relation among the
Chinese. Those white counselors in the mainstream society will
not delve into such a relationship to solve the problem. when
making use of the significant other. he may not be so sensitive to
this kitchen environment and find out which one is influencing
him. If vou don't know much about the Chinese community in
this context. you will not mention anything about the kitchen
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during the counseling process. Since | have an understarding
about that. I will go into the interactions in his work situation and
how such interactions are significant to his problem-solving.

Another example of the advantage of cultural competence can be found in
counseling given to problem gamblers in TFS. The social worker there acquired a
different understanding and approach from those in the mainstream service agencies

when oftering help to Chinese clients. She found that the concept of gambling is

approach to dealing with problem gambling:

We work at problem gambling in a cultural context. This is a
very special issue. For example. plaving mah-jong [a tile game
that often involves money] is very common among Chinese. The
Chinese do not consider mah-jong as a kind of gambling. In
Western thinking. gambling is considered a habit. unrelated to
social life. Mah-jong among Chinese is just a part of social life.
It is so common that evervone accepts it as part of social life.
But in the mainstream. although people may have a neutral
optnion. they don't consider it a part of social life. This is the
difference. Westerners focus on how an individual makes his/her
personal change from this habit. When we [Chinese social
workers] are helping our clients. we will think of how this
problem affects family life. family relationships. relationships
with one's spouse. The probiem is that not many [of the clients]
think they have a problem. But we start to discuss that fact that
vour wife often complains about vour frequent visits to the
casino. vour lack of financial support for the family. She [the
wife] savs. "if vou continue to behave in such a way -- divoree.”
"How do vou respond?”. I ask my client. Then he may have
some self-reflection.

Workers in CFS and TFS share very similar views on the mainstream
professionals who often treat problem gamblers as individuals only. and are not
knowledgeable about how the ethnic ecology has a certain impact on the help-seekers'

views on their problems and their lives. Sessions on intervention are likely to be

understood differently by Chinese and mainstream cultures. She discussed her cultural
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designed to make progress through individual effort: often the significant others in the
client's ethnic and cultural ecology are neglected. These culturally competent service
providers can better motivate their clients to make positive changes. The worker in TFS
teels that this approach is the biggest difference between her agency and the mainstream
agencies. As social work literature otten stresses. it is important to perceive clients
through their own cultural lens (Pinderhughes. 1995: 133: Cox and Ephross. 1998).
Without a proper and undistorted vision of clients' views on their lives and problems.
appropriate services can hardly be delivered.

The same kind of sensitivity can also be applied when dealing with family
violence. Family violence can be defined in many wavs (Baker. 1996: 250-1). ranging
from an intentional physical act committed by a family member that causes another
family member pain. injury. or even death. to a more subtle manipulation such as verbal
and emotional abuse. Minority women and children remain the most vulnerable among
all immigrant categories. Usually the women come from a veryv different cultural
background where thev are socialized to obey their husbands. When battered. they
usually have few options but to stay in the unsafe relationship. These women. especially
new immigrants. face language barriers. lack informal support. and live in a completely
foreign environment. If these women are sponsored by their husbands. divorce is almost
absolutely out of question. They must stay with their abusive husbands. or else they may
face deportation or separation from their children (Mills. 1998: 27-8: Brownell. 1997). A

worker who mainly deals with family violence in TFS describes helping these women:

[ have to help them to learn some language and skills. Before.
only their husbands took them around. The women were only
familiar with Chinatown. [ have some cases where [ have to go
to Chinatown to pick them up. It is the only area they are
familiar with. Then | have to teach them to be self-sufficient.
such as teaching them how to take public transit. take their
children to school. sense ot direction...before. their life cycle was
so limited.
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Treatment programs that are simply aimed at women are not enough. To help
them. these women immigrants need re-socialization as well. The worker above
suggested that using common mainstream practices in dealing with the abusive husband
does not apply either. These husbands must also be sensitized to the norms and laws in

Canada. She explained:

Many Vietnamese husbands complain. "I did the same thing in
Vietnam: | kicked her around like a ball. How come it is not
allowed here?" The women who come from mainland China and
Vietnam have very few resources such as money. family support.
and language skills. Some of those from Hong Kong have more
resources. | don't have to follow them for long. Four sessions
might be enough. In Hong Kong. for example. wife battering
also exists. but the laws do not protect the women as they do
here. Police here do not require the women to be witnesses as
long as police are sure that the man has beaten her: then he can
be arrested. Hong Kong police deal with this differently. The
police would say to the couple: "You two had a fight? Got hurt?
Visit a doctor. You beat your wife? Go to the Welfare
Department. Look for a lawyer by vourselves. Don't fight again.
OK?"

Further investigation of different police practices between the two cultures will
shed more light on the importance of cultural sensitivity when dealing with wife abuse.
Police in Hong Kong tend to see family violence as an internal family affair. and police
officers tend to act as on-the-scene mediators between the fighting spouses. according to
the social workers interviewed who had worked in Hong Kong. Although some police
officers in the West share the same view. and would rather not get involved in a "family
matter” for various reasons (Duffy & Momirov. 1997: 14-5: Wallence, 1996:194-6:
Hendricks & McKean. 1995: 114). continuous public pressure to reform the criminal
justice system to respond to family violence have resulted in tremendous changes. in both

Canada and the United States. Duffy and Momirov (1997: Ch. 6) sum up the recent
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reforms in the Canadian criminal justice regarding domestic violence. For example. in

1994 Ontario adopted mandatory charging. which means that where reasonable evidence

is collected. police are required to file charges against the abuser. even if it is against the

wishes of the victim. The discrepancy of laws between many Asian Pacific countries and

Canada has created an additional barrier for abused women seeking help. Not only do
these women tend to stay in abusive relationships due to cultural pressure. but if these
women rely financially on their spouses. they may be even more hesitant to report the
abuse to police or social workers (Mills. 1998: 42). For this. and all the other reasons
discussed above. gaining the trust of these clients is essential. Even after trust is

established. however. cultural competency and sensitivity are required from the social

worker. A counselor explained:

Chinese do not know much about counseling. Even though the
clients can speak English. and are willing to seek help from a
mainstream agency and to be seen by a Caucasian counselor. the
worker and the client may have different expectations from and
understanding of the counseling process. How do they differ?
The worker may expect the client to take the initiative. "You
come for help. then you tell me how you want me to help vou
out. What do vou think you can do?" But if you ask the Chinese
such questions. their response is: "the problem is that [ do not
know what 1o do. so I come here." In Western theory. the
expectation is that we should wait for the client to take the lead.
Then we help them to think of ways to solve their problems. But
to Chinese. they hope that you can give them some guidelines.
But I have to be cautious. When they express such expectations.
it does not necessarily mean that they need somebody to tell them
what they should do. They prefer you lay down ten options for
them. explain the advantages and disadvantages. and ask them to
think about their choices.

Some Chinese clients are very fluent in English; they tell me that
they have sought help from mainstream counselors. But they feel
that the workers there do not understand their culture. These
clients may be second-generation Chinese: they feel that if they
speak to a Chinese worker. they get more understanding of where
they come from. how their up-bringing was. about their family.
They feel that seeing a worker from the same culture makes it
easier to get some kind of empathetic understanding.
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Clients' experiences and comments confirm the observation of these social
workers that some mainstream workers are not sensitive to Chinese clients' culture and
beliets. In one example. a client who emigrated from Taiwan had been in Montreal for 6
vears. He opened a grocery shop. spoke some English. but only very limited French. He
sought help from CFS because he had a disciplinary problem with his adult children.
twenty and twenty-five vears old. and family problems as well. It is not uncommon to see
Chinese fathers treat their unmarried live-in adult children like "children”. Some fathers
believe that their adult children are still "children" unless they are married. If their
unmarried children do not behave in the way these fathers expect. they believe thev need
discipline. This father came to CFS because he found no friends to talk to about his
problems. Most of his friends had moved out of Quebec. Since CFS did not ofter
counseling as a usual practice. he was referred to a mainstream social worker in a CLSC.
who had a very different view of the father's concern over his sons. A staff member from

CFS translated for him. The client commented on his experience in the CLSC:

I go to CFS for the problems with my kids. and also my family
problems. You have to solve problems. If one can't solve his
problems. he has to ask for help. [ can communicate with
workers in CFS. The worker there refers me and accompanies
me to a CLSC. Ms. X [the worker in CFS] understands my
situation very well. We can talk. but I don't have the time
because of this shop. However. the main problem has not been
solved vet. The social worker in CLSC offered very little help.
Eventuallv. one has to solve one's own problem. The social
worker thinks differently from us. because our cultures are
difterent. They don't experience what we have experienced.
Their ways of solving things are not effective. but not necessarily
bad. They always say. let the kids decide. But it can't be that:
there are many things behind "let the kids decide". but it should
not be ignoring discipline.



Another client had a similar experience. She came from Canton in 1975. Her
husband sponsored her to come to Montreal. With very limited education. her English
was very poor and she spoke no French at all. Her two children. twenty and eleven. were
born here. She went to CFS because she did not understand documents sent by the
government. She had problems with her children. and other problems as well. She said
she did not know "how to educate and nurture her children”. A staff worker at CFS

referred her to a CLSC. and worked as a translator. The lady recalled:

[ got help trom CFS for my kid's behavioral problems and
contlicts between me and my husband. If'I had a choice. I would
go to CFS only. The worker in CLSC didn't give me much
advice. but CFS did. The CLSC worker has been seeing me once
every two weeks for about six months. But she tells me to read
relevant books about my problems. If [ can read. why do I need
to see her? The problem is language: I have difficulty in English.
However. CLSC did ofter some help on applying for legal aid to
get adivorce. But their thinking is different from ours. They can
accept divorce easily as a solution. If they decide to separate
from their spouse. they leave. [t seems so easy to them. A
Chinese friend of mine told me once that her white friend told
her that if she can't get along [with her spouse]. get a divorce.
But we have too many worries: children don't want us to get
divorced.

These examples confirm Green's summary (1999: 297) of the cultural contrasts
between Asian-American and Anglo-American communities that emphasize difterent
concepts of independence. individualism. help-seeking behavior. and the relationship

between the professional and the client.



Challenges in Culturally Sensitive Services

Despite all the advantages of cultural and linguistic competency when delivering
care in an ethnic match setting. these social workers reported facing certain challenges
when helping their clients. As Weinfeld (1999) illustrates in his study. these challenges
do not dispute the putative advantages of culturally sensitive services. but they do
demonstrate the complexities of the helping process. Conflicts between the professionals
and the clients can create tension in the process of helping. Although the professionals
share the same ethnic background as their clients. they may not necessarily share the same
view on some gender issues. for example. Weinfeld (1999: 137) argues. "Being of the
same ethnic origin or familiar with a specitic client's culture. or even empathizing with
the client's culture. cannot by itself dictate the nature of the professional's response.” This
concern is even more salient. when the empathy of the professionals cannot be extended
bevond the bounds of Canadian laws.

Taking spousal abuse as an example once again. the social workers find that
Chinese women tend to stay in an abusive situation for the sake of their children. Even if
these women are willing to seek safety in shelters. this will only be temporary. They are
likely to return home soon afterwards. A social worker found it difficult to help them
make decisions. and did not agree with her client's position on the abusive relationship.

She said:

Chinese women are very conservative about deserting their
family or ending the relationship with their husbands. [t takes a
long time to achieve that and many times problems remain. [
wonder if this [the women's attitude toward family] is related to
their up-bringing. They hold their family as a priority. putting
their own well-being and safety second. They go in and out of
shelters so many times. After two days in a shelter. [my client]
wants to go home. gives her husband a chance. They don't want
a divorce. As an educated person and a social worker, cases like
these should be simple. After being battered. leave. But | have



to respect their decision. Helping them to renew an independent
life is a big challenge.

them. The following is an account of'a discussion with an abusive husband:

We came from the same Chinese society. Verbal and physical
fighting is part of the family life. | understand. [ accept. But look
at it from another angle: what is the advantage of such fights?
Here. spousal abuse is against the law. So the so-called cultural
sensitivity is only a matter of different value systems. That's it.

Another colleague used the same approach toward spousal abuse and corporal

punishment:

The only way to help my clients out is to educate them.
encourage them not to batter their wives. or encourage them to
use reward and punishment for their kids. not physical
punishment. Ask them to find options that they can achieve and
options that are accepted by the society here. We have to
sensitize the Chinese gradually. Tell the clients that vou have to
follow the laws here. Morally speaking. our principle here is not
to hurt anyone. It is not just a husband hitting his wife. [fa wife
does the same to her husband is also not acceptable. Equality
and respect are the basic elements in general. [Then comment on
how a mainstream agency would deal with corporal punishment.]
The workers in the mainstream see such punishment differently.
They do not care what has been going on. If they receive a
complaint. they can take away the kid. The mother is very angry
that they did that.

Linguistic and cultural competency allow these two workers to develop strong

empathetic understanding of their clients. The skill of communication combined with

When these social workers tace situations like the case above. they usually adopt
two approaches toward their clients: sensitizing the clients. and guiding them with lots of
empathy. These elements. as the workers claimed. are often lacking in the mainstream

services. During counseling for abusive husbands. a worker would discuss values with



empathy is highly valued in culturally sensitive social services. Hepworth and Larsen
stress the importance of empathy by saying that it involves the ability not only to grasp
the immediate feeling from the clients. but also to share. identify and explore underlying
emotions. and to discover the meaning and personal significance of feelings and behavior
(1993: 86-7). With empathy. a relationship between workers and clients can be
developed. As aresult. these workers can re-socialize or sensitize their clients to become
familiar with the laws and norms of Canadian society.

Another worker talked about empathy in his counseling:

Counselors here [TFS] know exactly what is going on. If you
come from Hong Kong. we know your circumstances by
knowing when you came. if you came from Kowloon Tong, Sai
Wan Ho [districts in Hong Kong]. and where you studied. [ have
a general understanding of what has been going on because [
lived and grew up in that community. Those who have
experienced the Cultural Revolution. they would have such-and-
such experiences and demographic characteristics. When the
chients talk about the revolution. [ see: they are from
Taiwan....but a counselor in a mainstream agency. he has no clue
what Kowloon Tong is like. or what kind of place Sai Wan Ho is.
He is not familiar with your school. They have to learn from
their clients. They have to believe what the clients tell them.
The officers [in correctional centers| there treat you as a criminal.
I will listen to them more and have more empathy with them.

Mainstream workers will treat you from the perspective of
rehabilitation. approach you as a criminal. They are concerned
about public safety first. Because you have hurt somebody. vou
are dangerous: they measure you from the standard here. but I
know if you are a dangerous man or not. My empathy toward
[the clients] is greater. | know about the drawbacks. For
example, if vou are an immigrant. vour cultural shock is bigger.
My focus is not just on treatment but the symptoms: battering
vour wife. anger and so on. [ will consider your other concerns.
I emphasize an educational approach: vou have come to this
society. [ re-educate them about this new society. | re-
emphasize how we can work together and how and what we can
provide.



Behavioral problems of some immigrants are just symptoms of other major
concerns in the settlement process. Their behavior may reflect the stress of economic and
social marginalization. and such marginalization tends to be linked with minority group
status (Duffy & Momirov. 1997: 39). It follows that merely focusing on treatment is not
the answer for many clients. as seen in the quote above. Counselors who have a better
understanding of the difficulties that immigrants face may be more able to discover
problems in other areas. More appropriate actions can be taken as a result. One social
worker sums it up nicely. "[ am myself an immigrant. [ can understand more easily why
they have such problems. [ can share the resources and experiences with them.” Chazin
(1997) in fact argues that immigrants are potential service providers who are uniquely
qualitied to bridge the cultural gap between social workers and immigrants. [f these
immigrants are trained as social workers. they are especially qualified to work with the
targeted population.

These workers face other challenges that require different approaches to deal with.
The Chinese. like many other ethnic groups. are very diverse in terms of country of
origin. language or dialect. cultural background. education and social class. A previous
quote about leaving an abusive husband indicates the potential clash of values between
social worker and client. When social workers were asked how they dealt with Chinese
clients who come trom different social and cultural backgrounds. the general response
was that they could find a way to make it work by cross-checking the information with
the clients. Two examples help to illustrate this. The first is about dialect--the worker
from Hong Kong was helping a Vietnamese Chinese. Both of them speak Cantonese. but
because of their different cultural backgrounds. the client sometimes used idiomatic

expressions that the caseworker did not understand. The worker recalled:

Vietnamese-Chinese. though they speak Cantonese. use different
expressions and vocabulary to express the same things. In
Cantonese. we say "document”. they say "paper"; for "police".
phonetically they would say "the sixth aunt" [pronounced "luk



yee"]: "monev" sounds like "daughter". Once when a battered
woman came for help. she described the fight with her husband.
The client said. "Then I called 'luk yee'." [ asked. "how was your
'luk yee' [this worker thought the client referred to her sixth aunt]
going to help vou?" Then I realized that the client meant she
called the police. Since this client speaks Cantonese. [ can
clarify things with her: but it would be more ditficult to do so in
Mandarin. which [ have difticulty with.

In this agency. however. clients are able to choose a social worker who speaks
their language or dialect. That means communication is not a major problem.

The second example is a more serious cultural gap. A CFS social worker from
Hong Kong who deals with problem gamblers classifies three types of gap: dialect
barrier. the generalization that all Chinese are the same. and clients’ doubts about the
social worker's ability to understand their situation. if they come from difterent cultural
and social backgrounds. He admitted that these three barriers did slow down progress.
He said. "[ need to spend more time to develop a relationship with these kinds of clients.
and start the conversation from simple problems. [t the client stays in the service for a
longer time. the so-called 'Hong Kong factor’ will diminish." Fortunately. though it is a
less efficient method. we can communicate by writing. since there is only one form of
Chinese writing."

More importantly. when he modified the "standard" Anglo-oriented counseling
procedure to suit the needs of his client. he often needed to double-check with his clients
to determine if his counseling sessions functioned well. For example. he once wondered
if group life skills training. which he learned from an institute specializing in treating
problem gamblers. could work for his clients. He agreed that both CFS and his previous

institute shared the same goals and purposes when offering help. but stated:

...for the life skills training. what they do is very different from
us. They use a group setting to do so. For example. they bring
the clients together and train in life skills session by session. like
time-management skills. budgeting skills. communication skills



and self-assertion skills. But. from our experience and what we
hear tfrom our clients. we think it is difficult for the Chinese to
have training in groups. We discovered that. This Chinatown is
especially small and concentrated. unlike Toronto with many
Chinese malls and Chinatowns. Thus. many clients worry that
others will easily know about their personal problems. They are
atraid that other participants in the group will tell the outsiders
about their own problems. And even if only one more person
knows about their problems. they feel they are being exposed to
the public. We have checked this with the clients. For example.
whenever we have more in-depth discussion with them about
their life-goals. I learn that they work 12 hours a day. weekends
as well. They have no time to learn other things or develop other
interests. At this point. we ask them if they will join a group of
people who also have similar problems as a way to make some
friends. Up to now. we haven't received any positive responses
from them.

Another difficulty 1s caused by working with limited resources. As discussed in
Chapter Four. eighty percent of the financial support of CFS comes from grants.
Programs such as "Friendly Visits" and "Prevention of Gambling Problems" are good
examples of how CFS works with limited resources. One major problem with such
financial support is that if the grant stops. the service stops. In the last several meetings
of "Friendly Visits". one important question had been raised repeatedly: how could this
project continue to meet the needs of the frail elderly in the community? The host
agency. the visitors and the clients value this project. and evervone wanted the project to
continue. However. when the funding from the Canadian Association on Gerontology
stopped at the end of January. this project had to come to an end. There was a feeling that
the frail elderly were being abandoned. Although struggling under many financial
constraints. the host agency was trying to work out some measures to continue this
project. either by looking for new funding resources or incorporating this project with
other similar ones. At the time the interviews for this study were done, the project's
future was still uncertain. However. because the relationship between the visitors and the

elderly had been good. many of them continued informal contact. To small service



agencies like CFS. lack of funding means lack of services. As a result. those in need
suffer. CFS constantly struggles with very limited and unstable funding.

Another consequence of the lack of resources can be seen in the service offered to
criminal offenders and parolees in TFS. A social worker involved in this service

expressed regrets:

We have no control of our resources. For example. it [ want to
refer somebody to attend a drug rehabilitation program. such a
program is not available in Chinese. The programs are for the
majority. [ can't accompany my client to attend meetings and |
can't be with him all the time when he is in the process of
quitting. But we don't have resources to deal with this problem.

The examples above reveal the struggle of limited resources in some ethno-
specific agencies. like CFS and TFS. which often lack sufficient and stable funding. This
prevents them from setting up culturally appropriate programs to meet the needs of their
clients. It seems that the etfort of these workers is bound by the limited resources of the
agencies and within the communities. Ideally. the solution for drug addicts in the
Chinese community is to refer them to other agencies that offer such programs.
According to a worker who assisted Chinese drug addicts. Chinese workers were
available at the Addiction Research Foundation. which organizes programs for drug
addicts. Ironically. these Chinese workers are not able to help the Chinese clients. and
refer their Chinese speaking clients back to TFS. The worker quoted above observed that
Chinese workers in mainstream agencies may not have the flexibility that the workers in
TFS have. He argued. "In the mainstream agencies. there are Chinese workers but their
job nature is different from ours. They deal much more with statutory duties. We will
work more on clients’ problems.” This implies that a Chinese service agency can be more
flexible and more client-centered. This example again suggests that some mainstream
services still lack culturally and linguistically sensitive services. Even if minority

workers are there to help. their services may suffer due to bureaucratic problems. As a
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result. these Chinese clients. whose official language skills are low. are trapped because
of'a gap in services.

To summarize. several themes have emerged from the discussion above. First. it
seems that equipped with linguistic and cultural competency. these Chinese social
workers are able to understand and communicate with their clients better. especially when
the pair come from a similar cultural and social background and speak the same dialect.
The workers believe their skills of empathy. shared immigrant experience. and sensitive
understanding of the needs and problems of clients are an asset to helping their clients
overcome or gain new insight into problems. The workers have adopted a client-centered
approach. They have set up service programs that are tailor-made for clients’ needs.
Sometimes these programs require some creativity. which can enhance the usefulness of
the programs for clients. However. the Chinese. like many other ethnic groups. are
heterogeneous. and share different dialects and cultural traits. Sometimes the intra-group
differences create barriers to communication and services. The clients can choose
another worker who is a better "match” for their dialect. cultural or social background. if
the option is available in the agency. Furthermore. the caregivers also have difterent
measures to overcome intra-group differences. such as double-checking the clients.
relving on the written form of the language. overcoming their own biases by showing
empathy. and re-educating or sensitizing clients.

Another concern is the limited resources ot an agency. This often creates barriers
to meeting clients' needs. In this case. the worker and client must make use of whatever
means available to overcome the challenge and struggle with the limitations. especially
when the clients have no other option but to stay with the helping agency.

Concern about the outcomes of ethno-specific service delivery yields mixed
answers. The situation depends on the complexity of the nature of the problems dealt
with. Although this study cannot provide a systematic measure of the outcomes. some

clues are revealed. Clients may come once just for information and translation. Some
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may only stay for a few sessions. because problems might be partly solved after that. In
some cases. once their needs are met. the service is terminated. In other circumstances the
clients will be on and off the service because problems are at first alleviated. but recur
later on. One thing however is certain: we cannot use the clients' outcomes to evaluate
the value of these ethno-specific agencies. As our examples show. these agencies are
short of resources. which restricts their capacity. Often the clients have no other option
but turn to these agencies. Finally. our findings demonstrate that workers are in the end
bound by the law. and have obligations to obey their profession and work ethic. No
matter how culturally sensitive or empathic they might be to their clients’ problems. they
must report the cases to the authorities. for example when sufficient evidence of abuse is
detected. The workers cannot prevent the removal of an abused child from the home. or
the prosecution of an abuser. although they can follow up on the cases. This is nota

matter of their cultural competence. but rather a matter of duty and law.
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Chapter Six

Culturally Sensitive Social Services: The Case of Jews

[n this chapter. we are going to explore the case of a Jewish family service agency.
As in the previous chapter. we focus on the ways in which this agency delivers its
services. We explore what conditions are required for such services. and the challenges
of delivering them. The experiences in JFS are quite similar to those in CFS. and their
services are both culturally sensitive. The workers show sensitivity toward their clients
and respond accordingly. Before we discuss culturally sensitive social services in

counseling. we will explore the service programs themselves.

1. Service Programs

JFS has a number of programs that can be used to illustrate the concept of
culturally sensitive social services. The programs in CAP are excellent examples. As
already introduced earlier. CAP was established to manage resource development and to
set up services to enhance the quality of life. more specifically a Jewish quality of life.
Several services are of special interest because of their strong Jewish components:
"concrete service". divorce mediation. Indigent Burial Program. and school services.

The supervisor at JFS described what "concrete service" means:

We'll make sure that the person has a house. a this. a that. food
on the table. clothes -- we do a lot of that "concrete" kind of
service. The CLSC doesn't have the scope of budget to do that:
they just do the counseling piece -- they just do the information
referral and counseling. And some of the people that come here
don't need social work services: they just need certain concrete
services...rent. vou know. a roof over the head. food on the
table...basic needs.

Furthermore. she elaborated on the Jewish element of the services:



This program that I'm involved with is based and founded on
Jewish values and traditions. "tzedakah". meaning charty.
meaning looking after your own community. So we [ensure that]
people can live within their religious background. For example.
during Passover we make sure that people have the kinds of food
that thev need to maintain the holiday. For a Bar Mitzvah. we
will make sure that the child has a proper suit. and what he needs
to have a bar mitzvah. Like clothing. things that are particularly
important for a particular Jewish advancement in someone’s life.
We'll make sure that the family and the child have what is
needed. There's a High Holiday season where we make sure that
they are dressed properly. that they have enough food to celebrate
the holiday. And also to live within the vicinity of the Jewish
neighborhood. We want to make sure that people live Jewishly
and we provide so that thev can [ive in a Jewish neighborhood
and [eat] kosher. We add 10 the baseline so that they have a life.
so that they can live Jewishly.

CAP also helps Jews to maintain Jewish life in other wayvs. CAP financially

have this preference:

People choose certain living stvles. For example. some people
choose an expensive area to live in because it is close to
synagogue. | can't say to the guy to rent a cheaper apartment
which is far away trom synagogue. In the summer. he may walk
there but what about in the winter?

attend a public school. they will not be exposed to Judaism. If parents do not closely
observe holiday activities. Jewish schools are a natural place for exposure. A worker

described how these children are helped:

Some parents don't initiate it simply because they say. "I can't
afford it. so it's not even an option." Whereas I tell them that it
can still be an option because there are subsidies and grants given

assists Jews who want to live close to a synagogue. A worker recognized that some Jews

Another example is how CAP helps children to obtain a Jewish education. CAP

advocates on clients' behalf to Jewish schools that are private and costly. If these children
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to people in their position. Then they might not be as leery. and
they may opt to go for financial assistance in the Jewish schools.

Information referrals like this can be essential to keeping the Jewish community
alive and for Jews who value their way of life.

Divorce mediation is a unique service that is purposely developed to meet
practical and religious needs. This program is operated by three groups in collaboration:
JFS. a law firm. and two workers. This program helps couples. including non-Jewish
clients. to manage divorce more peacefully and cost-effectively. A worker commented on

how a couple can benefit from this service:

They've already agreed. "There's nothing to salvage here. we're
getting a divorce. we're getting separated. Let's do this as
peacefully as possible.” It's open to Jewish and non-Jewish
clients. We think it's an excellent service: it helps couples
maintain control of their separation. If you go to court. you have
a judge to decide. or vou have vour two lawvers battling it out.
So this way it helps couples maintain control over their situation.
and it's also very cost-eftective.

More importantly. if a Jewish couple married under Jewish law seek a divorce.
they have to go through not only the same standard procedures as other Canadians. but
also a gitrin. a Jewish divorce: otherwise. the divorce is not considered completed. If a
divorce is not "properly” obtained. it may create obstacles when the divorced woman
considers remarriage. especially for Orthodox Jews. A Jewish divorce may involve
consulting with the couple's personal rabbi or a religious court. The roles of JFS here are:
1) to raise awareness for the couple who are seeking a completed divorce both in the civil
and Jewish context. And if a family is unable to assume the cost of a Jewish divorce.
sometimes several hundred dollars. JFS will assume the cost for them: and 2) to keep a
watchful eve on cases where the husband has refused to grant the woman the final divorce
and uses this as a weapon against the woman. preventing her from remarrying. according

1o Jewish law.
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Another service is the Indigent Burial program. This program ensures that burial
for indigents is conducted in accordance with Jewish law and custom. Such a burial is
absolutely required by the Jewish laws. When Jews die. they should be buried very
quickly. usually within 24 hours. There are certain Jewish laws that have to be carried
out before a body is laid to rest. and there are specific steps that have to be taken even

when the actual burial takes place. A worker involved in this program explained:

Obviously the costs are exorbitant. and we have a policy that
anyone who dies who has not made burial arrangements. will be
ensured a proper Jewish burial if they are indigent. but prove not
to have tfunds. So what happens is that a family comes forward
who clearly shows us through documentation that they have no
means of payving for this. and we will do it free. as charity.

[t can be said with confidence that services displaying such sensitivity toward
Jewish values are not available elsewhere. Two inter-related factors make CAP
important to the people in the community. First. the Jews are just as vulnerable as other
Canadians 1o changes in the economy. Second. maintaining a Jewish lifestvie is costly.
but is essential to being a committed Jew. The services CAP provides are aimed at
people who are tinancially disadvantaged but have a strong desire to maintain their ethnic
and religious identity..

School services are another program area involving strong cultural sensitivity.
There are two types of school services. one aimed at the general Jewish community one
specifically for Hassidic Jews. School social workers deal with problems related to
school issues at both macro and micro levels. Macro level services refer to programs.
such as talks and discussion groups. aimed at large groups of students. The micro level
refers to problems dealt with at the individual level such as through counseling. As a way
1o generate financial resources. JFS sells its school services to Jewish and non-Jewish
schools. The School Services Program offers multi-disciplinary support services to these

schools. On average. the workers in this program see about 1.000 children over the
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course of an academic vear. Occupational therapists and speech therapists. psyvchologists

and group school workers are available to schools. Again. cultural sensitivity is found in

these services. starting with linguistic sensitivity. A worker explained:

Another worker said such sensitivity is not only essential but also necessary for some

students:

We could see a student because he's not doing well in school.
We could see his parents because he's acting out. We could see
parents and children because a student is not speaking properly.
and we'll send a speech therapist. As often as possible we try to
match the services to the needs of the community. We have very
orthodox schools where the language at home is Yiddish. so we
have Yiddish-speaking speech therapists. We have Russian
immigrants in some schools so we have a Russian psychologist
who does testing in Russian. About 30% of our families are
French. so we have French-speaking staft.

[For] example. in the Jewish Orthodox community. children'’s
exposure to the media is very different from those in the
mainstream community. so their linguistic exposure is different.
Most of them grew up with Yiddish as their language. When
they were evaluated by standard psychological tests. they usually
did poorly. because they don't have the background to answer the
question according to the same basic knowledge as other children
have. JFS has embarked on programs to have their psychologists
modify the tests. at least to modify the interpretation of the
results in order to take [the students’] background into
consideration. It is very similar with blacks in the United States.

School workers make sure their services are sensitive to the needs of the Jewish

community. which is culturally diverse. They are very careful about religious traditions.

If the Jewish schools are very secular. the services are not much different from what is

offered in a non-Jewish school. However. if the school workers work in a very Orthodox

Jewish school where the women wear long skirts and long sleeves, they respond in kind

by dressing appropriately. One school worker. who is not religious at ail. said it was

difficult for her to get accepted into a school where gender and dress code are both issues:
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They [the school] are extremely orthodox. It was with great
difficulty that [ was assigned a job in that school. because women
play a very minor role in everything. And me being a woman. it's
very difticult for me to sell myself. | must dress appropriately. |
must be part of what they believe when I'm in their turf. and it
was a little difficult in the beginning. This is now my second
year working in the school.

This school worker must contorm to the customs in order to be accepted.
Furthermore. one of her duties is to sensitize other teachers. French teachers. who do not
come from the Jewish community. Students are instructed half a day in Hebrew and the
other half in French. Because the school cannot find rabbis to teach French. it has had to
hire French teachers who come from the mainstream francophone community. The
school worker illustrated how she sensitized the French teachers who were not familiar

with Orthodox practices:

The [French] teachers must be appropriately dressed. The two
teachers. kindergarten and grade one. came to school with open
shoes which are not permitted. so [ had a meeting with the
teachers and explained to them what the backgrounds of these
people were. The rabbi will never stare you straight in the face,
he'll always look away while speaking to you. and this was a new
thing for the francophone teachers coming into the school. You
must be very careful what books you bring into the school. No
pictures of females are allowed in the books: if you're teaching
the parts of the body. you must use a male body. rather than a
female body.

School services programs cooperate with Family Life Education and Group
Services when a social worker identifies that there is a substance abuse probiem. for
instance. in the school. and decides whether it could be best addressed by group work.
The school worker must also be equipped with a high level of cultural sensitivity when
holding talks with students at different schools with different religious affiliations. Also.
a school may ask for an educator to give a talk on a specific topic. Some Jewish schools

are very avant-garde and are willing to offer any preventive programs to students such as
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those on enhancing social skills. Some schools invite educators to discuss the Jewish
view on sex. Students from some schools ask questions about girls. masturbation and wet
dreams. however. such topics are not allowed in Orthodox schools. The supervisor was
asked how an educator responded 1o students in those schools who had questions about
sex. She answered. "If students ask those questions. [the educator] may say ‘a rabbi may
be able to answer the question." And students know their boundary. too." She added.
"Being a Jew. vou know that: being part of the community you know that: boundary is
always the issue.” Having the knowledge of the community. workers are able to avoid

embarrassment and act accordingly while clients' beliefs and customs are respected.

2. Counseling

A. Initial Contaci

We find that as with CFS and TFS. a successtul initial contact with clients is very
important in the process of helping. In the Jewish case. we find that even the building
itself where JFS is located bears some significance. The building. Cummings House.
exhibits a heavy cultural atmosphere. All of the services provided in the building are
aimed at Jews and their community: in Montreal. Jews know it is the place that belongs to
them. A JFS client who had been seeing a psychologist for his depression related that his
psvchologist was not a Jew and had no connection with the Jewish community. Although
he did not complain about the service of this psychologist. he did not feel completely
comfortable with his situation. He realized that he needed a better support system. He
said. "Well. I felt [ needed somebody to help me. vou know. help me out. and they [JFS]
have a good support system there. and you know. this way if my parents go out of town.
or [ need somebody to talk to. [ could call [the program director]." When asked how he
knew JFS offered such services. he answered. "Well it's known in the community. in the

Jewish community.” No doubt JFS does giv4e excellent support for its clients. The
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Jewish community in Montreal is one of the most institutionally complete communities.
More importantly. because the community members understand that JFS. like Cummings
House. was established for Jews. trust can be built much more easily even before the

client and the worker actually meet. One client supports this view:

...it's all because of my Jewish roots. you know. they have good
programs there that have Jewish content and it's a good chance to
meet other people...I don't know much about the other centers
[referring to non Jewish ones]. [ don't know if it's a question of
better help but I feel comfortable there.

Furthermore. the Jewish environment in Cummings House and in the agency also
helps to engage a client. When one approaches the building. one often sees a huge poster
hanging outside the building advertising events in the community such as charity
activities. When clients are in the JFS waiting room. they can read various kinds of
posted notices in French. English and Hebrew. Posters and paintings on the walls depict
Jewish museums. Israel. and the like. Jews can certainly feel that it is a place for them.
Mezuzor (small doorpost scrolls) are on the doors. Another important feature of JFS. like
Cummings House. is that it operates according to the Jewish calendar. and closes on all
Jewish holidays.

As discussed in a previous chapter. workers who are able to understand some
Yiddish expressions help their clients to connect with them. Devore and Schlesinger
(1996: 53) noted. "A common language provides a psychic bond. a uniqueness that
signifies membership in a particular ethnic group. as well as a base for the coordination of
activities both social and political." A counselor at JFS observed the benefit of having a

linguistically familiar counseling environment:

...it's a Jewish context. | think. that puts clients at ease to begin
with. because rightfully or wrongfully they feel more understood
to begin with. For Holocaust survivors or second-generation
Holocaust survivors it's very important to have a Jewish worker.
Rightfully or wrongfully there's a sense that anti-Semitism exists.
and that a non-Jewish worker might be anti-Semitic. That's not
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always clearly stated. but 1 think that's an underlying belief that
allows more comfort in being counseled in a Jewish agency.

He then gave an example:

...a client. an elderly gentleman. throws in Yiddish comments. or
things like that. and then he asks. "Do you understand?" It's
almost a test. that if you understand that word. you know my
universe. vou know where I'm coming from. and I can trust you.
Not that | speak Yiddish. but [ know a few sentences or a tew
phrases. enough to know common expressions...that helps put
them more at ease.

Devore and Schlesinger had an insight into such a situation. where the client felt
at ease when he found that the counselor was someone with the same background. They
(ibid.) described. "It is the deliberation of the Spanish a poco a poco. the joy of the ltalian
aldia. or the audacity conveyed by the Yiddish term chutzpah.. Each of these words and
many others retain their ethnic uniqueness in that they are not readily translated." An

intake worker confirmed what this counselor had observed:;

[t makes them [clients] feel more comfortable. They may say to
vou phrases in Yiddish and you understand what they are saying.
All of a sudden vou have made a connection with that client.
made that client feel you areunderstanding them because vou
come from the same place. [ think that is true of any culture.
There is a connection between vou and your clients. There is an
understanding that it is easy to engage a client who knows where
vou are coming from. who understands vour culture. understands
vour feelings. understands vour up-bringing. understands what
impact all that has on you emotionally. Very often your client
says you are Jewish. sometimes it helps and I think that it is a
very important feeling that you are coming to a place and you
have a specific needs. whether they are emotional. whether
someone is on your wavelength only because you share the same
cultural identity...clients feel that they are in the environment. it
is everywhere. We close on Jewish holidays. There is a very
distinct element that is being filtered through.

The examples given in this section illustrate the role of cultural and linguistic

sensitivity in the initial stage of contact between clients and workers. Clients may feel at
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ease with and have more confidence in counselors from the same ethnic and cultural

backgrounds. This suggests that such sensitivity plays a very important role in gaining

trust. However. at the same time. according to some counselors. cultural sensitivity may

not have any effect on clients at all at this stage. Clients need help. and workers deliver

their services: the transaction is perhaps as simple as that. While some counselors

maintained the importance of working with a client within a Jewish context. some

workers thought cultural sensitivity might not be the most crucial element. When asked

what were the advantages of their Jewishness. a worker responded:

For my clients? Sometimes nothing: sometimes my clients come
to see me and the issue of Jewishness doesn't come into it. [
don't think it [the setting] is important to our clients. Clients
come here and they see workers who are therapists who are not
Jewish. Worker counselors are not Jewish. It is not important. [
work with clients who are not Jewish. [ think they get the very
same feeling about me that a Jew gets about me. I think they like
me for me. not because [ am Jewish. Or don't like me for me. not
because [ am Jewish. Here is the agency that provides a service
through a Jewish element. through a Jewish community. I don't
do my work as a Jewish person. But as for who [ am. [ can't help
it. it ts there. [ am not conscious all the time saying to myself |
am working. [ am working as a Jew.

Another worker. who was assigned to work at a modern Orthodox school and a

Hasstdic one. remembered an incident where she had to help the parents to decide if the

daughter should stay in a particular school. She said being a Jew helped her with the case

to some degree:

It's not only that [ could deal with it; I think there was a basic
understanding that I knew what the issues were. as a Jew. as a
parent. as a social worker in a Jewish school. and with parents
whose trust | gained. and [ don't think that if you would ask them.
they would say "We worked with 'Cheryl' well because she was a
Jewish social worker." but they would say. " 'Cheryl' was a social
worker who was very helpful to us." [ don't think the Jewish part
is always conscious. but there's an unconscious sort of
connection. [There was] a basic sense of understanding that we
came from similar backgrounds. in fact this mother remembered
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me from summer camp. and [ did not remember her. But she
remembered me. we had gone to a Jewish summer camp. and she
remembered knowing me from there. from 13-20 years earlier.
20-25 years earlier actually. About twenty vears earlier. So there
was a knowledge. and probably an unconscious knowledge about
shared background. and some possible similar attitudes towards
practice. And when | say that [ mean they were not Orthodox.
but they were very traditional. they observed certain holidays. not
all of them. drove their car on Saturdays and [ drive my car on
Saturdays as well.

These quotes reveal several interesting points about culturally sensitive services.
As with services in CFS such as information-seeking or form filling. some services in JFS
do not require much cultural sensitivity. Some clients may just need financial support
from CAP or information on social weltare. Furthermore. there are other factors that
determine the success of a service worker such as age. mannerisms. personality and so on.
Agency location can be a factor as well. The most intriguing point is that primordial
feeling plays a role in delivering and receiving services. In other words. clients and
providers are connected because they simply share the same Jewish background. which in
fact plays no role or a very minor role in the actual service delivery. However. this
situation has not been brought up in CFS. The reasons for this difterence will be

discussed in the following chapter.

3. Clinical process

The situation in JFS yields a difterent picture of the clinical process. JFS does not
serve recent immigrants. who are assisted by another agency. JIAS. under the Federation.
The majority of the Ashkenazic counselors and social workers. who are native-born. often
see clients with a similar Ashkenazic background. These clients tend to be immigrants
who have been in Canada for a long time. as well as native-born Jews. This atmosphere
is distinctly different from that at CFS. JSF does have a Russian-Jewish psychologist

who is an immigrant. like most of the workers in CFS. and helps Russian immigrant
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students in schools. School services are offered to Hassidic schools where the culture and
social norms are very different from those that the more "secular” counselors work in. In
many cases. students require counseling. How counseling takes place in these three

different settings will be discussed in turn.

Services for Ashkenazim und Sephardim

As presented above. all of the counselors in the interviews. except one. are native-
born Jewish Canadians. Their perception of the importance of cultural and religious
elements differs from that of workers in both CFS and TFS. As seen. the workers in CFS
and TFS demonstrate that cultural competence is vital to their services. Their clients'
ethnic culture and language often create problems of adjustment in the receiving country.
so the social workers' ethnic identity and culture can play a part in benefiting the services.
This is not necessarily the case for this group of Jewish workers. however. They
recounted how Jewish religious culture and ethnic identity do not often come up when

they are helping clients. The tollowing responses illustrate this point:

...they come. those who can afford to come. some of them.
because we're Jewish. so they feel they will be better understood.
it's their own community. but they don't bring up issues related
to being Jewish.

I'm not seeing anybody who's concerned. they never talked about
the political situation. they have too many other problems. so
they won't bring that to the therapy. They're not concerned with
being an ethnic minority.

Well. I think the bottom line holds true wherever vou counsel:
where people worry about their children. their spouses. their
parents. their health. their finances. and the success thereof of
everything. And hopefully. not the failures. That's my feeling
about people from religious Catholics to secular Catholics. from
religious Jews to secular Jews. that at the basis of it we all have
the same concerns.
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Perhaps there are two reasons why issues related to ethnicity and religion do not
surface directly during counseling. First. the clients are well assimilated into the North
American culture. As a rabbi said in describing the Jewish community in general. "...the
Jewish community for the most part. here in Canada. is on the average of 60. 80 vears
into a third generation. so we have become Canadians...[the very close ties to religious
practice] have slipped away in Canada." When describing the community he leads and
his religious role there. he said. "My neighborhood here tends to be a middle class or
upper-middle class neighborhood...middle class people and upper-middle class people
have resources. have knowledge. and have money. They are not as religiously inclined.
so they have even less of a need to come to me." His observations might suggest that
many Jews have other day-to-day concerns that outweigh ethnic and religious concerns.
A social worker confirms what the rabbi said: "As from my practice. I'm seeing a group
of very assimilated Jews."

However. this in no way suggests that Jews are not concerned about the religious
aspects of their lives. Indeed. if they are. they will go to their rabbis instead of JFS. This
i1s the second reason why religious and ethnic concerns do not surface during counseling.
A worker said. "The really traditional Orthodox Jews stay within the confines of that
closed community. and seek help from the rabbi and don't bring their stuff to us." When
a worker receives a case that weighs on religious concerns and values. such as
intermarriage. the worker would refer the case to a more appropriate service program held
in YMHA. One counselor explained why she did not take the case of a particular couple.

a traditional Jew and a very orthodox Italian Catholic:

[ referred them across the street to the YMHA because they have
a special program for couples who want to intermarry. to deal
with that specifically. [ referred them to a rabbi, made sure they
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saw a priest. so [ was very neutral. Asa Jew [ did not say to him.
. "Aha! You're going to have a lot of problems because she's not
Jewish." I asked them to generate for me what they anticipated.
their strengths and their weaknesses. what would be their
problems and what would hold them together. And then we
decided what they really needed was to be part of a group.
because they were determined. they really loved one another.

This implies that as a rule. these workers do not deal with issues related to
refigion. There are rabbis. other specific social service agencies or programs to deal with
religious matters. In fact. JFS is a non-religious agency. though it was founded by Jews
and ofters help to Jews. As the director said. "JFS is not a rabbi: it does not come from
spiritual and philosophical perspectives.” To further clarifv the characteristics of JFS. it
can be said it is a social service agency that works in a Jewish context.

Another common theme that emerges from these workers is their emphasis on a
universal professionalism that "can transcend differences of culture" (Weinfeld.

. 1999:140). They stress that with their professional training they can help anyone. Jews
and non-Jews. A counselor who had experience working with clients from different

ethnic and religious backgrounds remarked:

[ worked at the Jewish General. [ had more non-Jewish clients.
but it's always been that way. [ feel I could work in any
environment. [ would be comfortable working in a non-Jewish
setting in a CLSC or in a hospital. or in industry. [ don't think [
would feel uncomfortable. but [ would certainly be aware that my
surroundings are not Jewish. and where there may be a certain
way of interacting [ would have to evaluate the system
beforehand. I think I have the generic skills to be helpful to
anvbody. but [ would have to evaluate the system carefully first
before intervening.

A front-line social worker who dealt with case management also emphasized her
generic skills:
. The job you are going to do is what you are putting into it. You
will be the kind of social worker you are going to be whether you
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are working here or working in CLSC. The name of the game is
what vou can do for your clients. It is a very individual thing. I
am a social worker. [ alwayvs worked for JFS. [ didn't come to be
a Jewish social worker. A social worker is a social worker.

A psychologist observed:

[ think it doesn't matter if a social worker is Jewish or not
because people are people and they have common problems:
marriage. learning. so on. So a Jewish social worker is like
another social worker.

The following statements show how the workers treat their clients in a universal.

professional manner:

[ don't think that our mandate here is to opt tor saving the Jewish
community. keeping vou Jewish. As a therapist. vou can't take
sides. You have to listen to how people see what their concerns
are. Now. ['ve never had a family that talked about the mourning
or loss of a child because of inter-marriage. but [ did have a gay-
straight case. | had a father whose son had come out to him
because he was gay. so [ tried to work with them. But [ think the
father wanted me to say. "This is not a good thing for a Jewish
bov. It's not a good thing for any boy." and because | didn't. the
son was very happy. but the father felt that he had more work to
do. so I got them articles. I don't think this agency tries to
impose Jewish values. like my parents would have done.

[An elderly client] had a problem with depression as a result of
bereavement. and | gave her the same service that she would
have gotten anywhere else. but she felt safer because | was
Jewish. In terms of the actual therapy that I do. [ don't think
there's anything [Jewish in it].

A worker talked about the way she dealt with problems. gave suggestions and

offered advice:

The voung couples were upset because members of their own
family. especially the mothers. got involved too much in their
own family matters. [ would give them the same suggestions and
advice, though you do your assessment and you have to evaluate
each case individually. like vou can't say. "For this type of case,
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this is the solution.” So. if an Ashkenazic couple and a
Sephardic couple came with the exact same problem. I would
probably give them the same advice. but how thev go about
implementing the advice might differ for each client. I might say
[to the Ashkenazic couple]. "Separate from your family. put up
boundaries”. but for the Sephardic couple I might suggest a
different way of doing it.

What this all means is that in these types of cases. the element of Jewishness is
kept to a minimal level. For some clients. as shown in the section where trust is
discussed. that minimal level may be the agency's Jewish setting or the workers'
understanding of a bit ot Yiddish. However. the remark from the last interviewee
suggests another area of interest. She was indeed aware of the cultural differences
between Ashkenazic and Sephardic families by implementing her advice accordingly. In
fact. these social workers and counselors are well aware the diverse religious aftiliations
and cultures within the Jewish community. They also realized that they must behave

accordingly when treating Jews from more Orthodox backgrounds. as one worker put it:

The onlv "Jewish" way of giving therapy would be being
sensitive to cultural needs. So if I'm seeing an Orthodox family. I
would not shake hands with the man. because | know that he
can't touch me. Eye contact 1s extremely important in therapy.
but I know that an orthodox Jewish man should not really ook
another woman in the eve if he's married. So [ wouldn't say that
there’s something wrong with this man because he doesn't make
eye contact with me. if he rolls his eves or won't shake my hand.
So I would be sensitive to those kinds of things. [ would dress
appropriately. I would come in with long sleeves.

Moreover. such cultural sensitivity can be seen at the organizational level as well.
JFS sometimes sends out memos near summer reminding workers that very orthodox
clients do come through the agency. and advise those therapists who tend 1o dress in
shorts or sandals to dress more carefully to ensure that clients are not upset. Also. the
agency sometimes organizes talks on controversial issues. such as the differing views of

Jewish and civil laws on clients' confidenuality. so the staff are prepared when they face
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such dilemma. These dilemmas are a common concern among other agencies and
professionals (see Danzig. 1986: Miller. 1993).

Supervisors of different teams in JFS are aware of circumstances where cultural
sensitivity is vital and Jewish issues matter. A supervisor made an eloquent statement
that illustrates the essentials of otfering culturally sensitive services: "The needs are the
same. the needs are the same. the responses are different." Another supervisor echoed

and elaborated that statement:

The needs amongst all these Jewish communities are pretty much
similar. but our responses have to be different. because their
communities are different. So we have schools that are more
secular. theyv're Jewish but they are more secular. and they would
appear to be very similar to the public sector. Qur services there
don't look any different from what we would offer in a non-
Jewish school. But if we were going to a very Orthodox Jewish
school. where the women wear long skirts and the long sleeves.
and the language is Yiddish. we want to respond in kind.

[n other words. all peoples have the same basic needs and problems. but the
responses to them require extremely high sensitivity so that the needs can be met and the
problems solved. This tyvpe of sensitivity can be detected in services for the Hassidic
communities and the recent Russian immigrants in Montreal. They are discussed below

in turn.

Services for Recent Russian Immigranis

The Russian-speaking worker. in many aspects. is very similar to the counselors
and social workers in CFS and TFS. She herself was an immigrant. Although her main
duty is to help children in schools. sometimes their problems are related to the home. She
is often involved in dealings with parents. Furthermore. many of these students and their
families are immigrants. Although immigrants are not the targeted group of JFS. because

of the special circumstance this Russian worker is helping many recent immigrants. She
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helps children with learning problems. conducts language tests. and also helps them to
understand their roles in their new society. Generally. she deals with learning problems.
family relationships. and adjustment to both the Jewish community and the community at
large. According to her. these Russians. especially those from Leningrad. did not follow
Jewish traditions to a great extent before coming to Montreal. They celebrated Rosh
Hashanah. the Jewish New Year. but only by sitting at a table. talking and eating. The
occasion was more of an excuse to see each other than a religious celebration.
Glickman's study (1996: 199-200) revealed a similar general pattern among these Russian
Jewish immigrants. According to the worker. the element of Jewishness did not surface
much in her practice. However. after these immigrants moved to Montreal. they tended
to support Jewish traditions while keeping religious aspects minimal. A reason for
wanting to be a part of the Jewish community is that thev can adapt to life in Montreal
more easily. according to the a worker. She believes that this is important for the
immigrants.

The ways in which this worker helps her clients are similar to those used in CFS
and TFS. First of all. like many immigrants. the Russian Jews are not familiar with what
resources are available. They also do not like to seek outside help for their family
problems. as it was not their usual practice in Russia. A worker said:

They have no idea of what kind of help they can receive. For
marital problems. for example. they might say: "My husband and
I give different messages to our kids. such as what time he should
come back after his party." There's a different message to the
parents and to the kids. and it depends on the situation. of course.
This family came to the social worker and talked about it. "How
can we resolve the situation? The husband is not with me. I'm
not with him. how can vou help us?" Russian people never come
with these problems. Never. because they don't know that

somebody can help them. they cannot understand what is meant
by social and psychological service.

She claimed that with her understanding of the mentality of these immigrants. she

could pin down ways to help them more quickly. She explained:
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[ have the same mentality as my clients [about the immigrant
experience]. So [ can understand them much more clearly. and
vice versa. With a Russian social worker. they are more open
because I can listen to them. and [the clients] feel I can
understand them. [t's the first. understanding. And I don't know.
maybe it's vour mentality. [ don't know. because I'm Russian. not
a Canadian social worker. but [ felt that Canadian social workers
have a question all the time: "How can [ help you?" But then [
talk with my clients. | never ask them how [ can help them. [ty
to describe how I can help with directions...because I know that
my clients do not know how [ can help them. This is specific. so
[ give them a choice. in what way can [ help my clients. Oh yes.
financially oh ves. with my kids. oh yes. with my husband. oh. |
have trouble with my grandmother. and so on.

Furthermore. she understood very well that children can adapt to a new
environment much faster than their parents. so the generation gap between the parents
and the children grows wider. One way to deal with this problem or minimize the impact
was by organizing meetings with the parents on parenting skills. and on communicating
with their children. In the meetings. parents showed great concern about the sexual
development of their children. for example. She prepared the parents and let them know
that some workers would be going to schools from the CLSC to talk to girls about
menstruation. and about relationships between boys and girls. She also prepared the
parents to face a new experience when their kids start to ask for permission to sleep over.
She had to explain what sleepovers are and inform them that it is common for many
school kids in Canada. She also emphasized. "The people need to change their mind. to
change their point of view. or their own lifestyle. It's new. it's absolutely new for them."
Her approach. in fact. is very similar to that of the CFS workers who prepared immigrant
parents to face all these new questions and problems coming from their children. The
role of these workers is not only to try their best to help parents. but also to sensitize

parents to face their new life in Canada.
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Services for the Hassidic and Ultra-Orthodox Communities

As the supervisors stressed. responding to the needs of the Hassidic and ultra-
orthodox communities requires ditferent approaches. Before further discussion. a
comparison between ultra-Orthodox and other Jews might yield a better understanding of
the significance of culturally sensitive services. A recent survey (Shahar et al.. 1997) on
the Hassidic and ultra-orthodox communities in Qutremont and the surrounding areas
provides a comprehensive understanding of the members of these communities. As
discussed in the previous chapter. Canadian Jewry has a wide range of religious
atfiliations. from very religious to unaffiliated secular Jews. The former group can be
generally categorized under Orthodox Judaism. and Hassidic Jews are part of this group.
Although this group is composed of immigrants from various countries just like other
Jewish subgroups. their distinctive feature is that theyv are committed to following the
teachings in the Torah. These Orthodox Jews segregate themselves from the rest of the
society voluntarily. A strict dress code is imposed on all members so that they can
remain unique and guard their children from assimilation. In order to show modesty and
chastity. women cover their bodies by dressing in long sleeves and high necklines. They
also wear stockings all the time. Married women always cover their heads by wearing a
wig. kerchief or turban. Orthodox Jews tend to have large families because children are
seen as a blessing. Theyv guide their lives with a strong emphasis on prayer. introspection.
and studying the Torah. They maintain their traditions and religion by creating their own
self-sustaining communities. though at the same time they face many hardships and
difficulties. They are socially. culturally. religiously and sometimes linguistically
segregated from the rest of the society.

A survey of these communities reveals major concern that employment and
income levels no longer adequately meet the needs of their growing population.
Moreover. from the key-informants' perspective. it is clear human services are in great

demand. A JFS worker involved in providing services for these communities



acknowledged that Orthodox Jews. like any community. have problems with sexual
. abuse. alcoholism and family violence. How does JFS help these people? As one worker

explained. the issue of trust comes first once again. The worker continued:

Those problems have to be addressed very differently because the
[Orthodox] community doesn't have the openness that the
mainstream Jewish community has. They also have rules and
traditions about what vou talk about and what vou don't. It
makes our job very difficult because on the one hand. we want to
educate people. and we want to protect people. and we want to
make people's lives better. But if we're not credible. it's very
hard to offer our help. So before we can even offer our help on
some of these problems. we have to prove to these communities
that we're trustworthy. and that we're sensitive. and we'll do
things. Some things we're still struggling with.

The strategy JFS uses is to achieve small gains with each small step. The workers
try to find certain services areas in these communities where outside help is more easily
. accepted. For example. it is easier to accept speech therapy than marital counseling.
Interventions with families are often considered threats. So the workers start with
Hassidic schools that are willing to use speech therapists. occupational therapists and
psychologists from JFS. "As they become more accustomed to knowing that we will not
hurt anyone. our hope is that they will accept more and more advice from us. but we have
to start small.” the supervisor said.
The school workers generally deal with students who have problems at school.
ranging from language problems. to behavioral problems in class. to emotional problems.
Ironically. the behavior of French teachers in class can be problematic. and the social
worker must deal with this at the same time. The ways in which school workers deal with
different types of problems will be discussed in turn.
Sometimes the problems arise from the values held by the schools. As mentioned
before. these orthodox communities want to minimize their contact with the outside
. world. so they can continue to follow the Torah and maintain their traditions. School

principals. in fact. do not desire any second language teaching other than Hebrew.



Reluctantly. they allow French to be taught at schools. The schools mainly teach the

Torah. and devote the whole moming to that. Then the students learn mathematics and

spelling from the Torah. The rabbis are also the teachers. Because these students have

never been taught in English. but only in Hebrew. under Quebec language law (Bill 101).

these students are not allowed to attend English schools. In order to receive grants from

the government. the communities have no choice but to open French-language schools.

As a consequence. the students are forced to learn French. Since the schools and the

parents are not in favor of French-language learning in the first place. they do not care if

the school workers report some students' behavioral problems in those classes. The

school workers said they received very little support from the schools and parents on this

specific problem. One worker expressed her ditficulty in dealing with classroom

problems:

In the beginning. [ was not permitted to communicate with
families. because parents do not want a school social worker
coming into the home. invading their privacy and presenting
problems that the parents don't want to hear about. So in the
beginning I worked on creating a warm atmosphere in the
classroom for the teachers. You have to imagine francophone
teachers coming into a classroom with these little boys who have
hardly been disciplined. The children. not girls but boys. when
they are born are high and mighty. so the parents just allow them
to do evenvthing. The parents also do not believe in birth control
so every nine months you find the parents having children. so the
mother is always busy at home nursing a new baby. They have a
baby every nine or ten months. So my job at the beginning was
not to intrude on the families. because parents did not want to
hear that there were major problems with the children in school.
You always have to reassure their parents that the children are
good boys. and that thev're wonderful children. and that they're
doing fine. If there was a problem. it took me a long time to sell
myself to the families. But [ have to tell you that the discipline is
terrible in the school. Awful--vou imagine a francophone teacher
coming in and wanting to teach. having educational skills. and
these children couldn't care less. So again. in the beginning |
concentrated on the atmosphere in the classroom. a warm
relationship between the teachers and the students. only for the
French teachers and English teachers.
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To create a warm atmosphere in the classroom. the school worker must work on
the language teachers. who are literally outsiders because the rabbis either cannot teach
French or English or are not interested in teaching it. At the beginning of September. the
school worker has to sensitize the teachers on dress code and appropriate behavior. The

reward of all these efforts 1s. in her own words:

The children get to know who you are. And when the rabbi
began to see that the children were warming up to me. at that
point he started to assign me with a few problems. He
minimized all the problems. but the fact that he shared them with
me was important. So we decided about halfway through the
year that we were going to start meeting a few parents. At the
same time. he must be in on all the meetings. so that | don't say
something that's improper.

The role of these school workers is essentially as mediators between different
parties. not much different from the social workers who are called to intervene in Chinese
students' problems. Although the importance of trust has been stressed many times
before. it must be repeated here once again. because earning trust from the Hassidic
communities can be one of the most difficult challenges. if not rhe most difficult. Every
single move of the social worker is intended to earn more trust from the community. from

parents and students. The worker recalled her experience:

At one point they [the Hassidic community] would not even
allow Jewish Family Services to come into the community. Last
vear they let me come in. but I was told by [JFS] that my
mandate for the vear was only to be there. to be seen and not
heard.

After a vear of proving themselves to the schools and the parents, things have

improved. Again. in a school worker's words:

Most parents know who [ am. | have used an "in" to get into the
families by calling for speech therapy permission slips. parental
consent for occupational therapy if need be. ['ve called to say.
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"['ve noticed that your son is not happy in class. does he have a
problem?" And this way. I'm able to get myself into the families.
We offer here subsidized camping for children. which is a good
"In" to the families. And this vear [ don't have a problem at all.
It's going quite smoothly.

Again. ['ve started this year by warming up the new teachers. |
would just explain to them that [ am the social worker in the
school. and we have noticed a problem with thetr so and so. and
the parents will listen. Then the rabbi will take over the issue.
and say. "Look. we notice that he's extremely slow in class. and
he's not doing this and he's not doing that." The minute the
principal authenticates whatever I say. the parents will do what
thev're told to do. So if we want to do a recommendation for
assessment. I will tell the family. "We feel. in this school. that
vour child is not performing as well as he should be performing.
and we'd like to do an assessment.” And if the rabbi
authenticates it. it's done. There's no question. even the money.
which is an issue for some families. we allow them not to pay for
the assessment. So it's not an issue. So then what we do is we
do the assessment. we meet with the psychologist who is
assigned for the assessment. again the family must be involved.
Then we have a follow-up meeting with the family and I will
continue to contact the family to give them their child's up-dated
progress in school. If a tutor is needed we get a tutor for them.
and I don't do teaching. or work with each individual child. As
far as counseling skills are concerned. [ cannot use my
counseling skills there unless the rabbi gives me permission.

Another Hassidic school worker shared a similar success. When this worker

acknowledged that the school wanted her to pass a message to the parents that sometimes

children have difficulties. whether they are academic or social. and that there are people

like social workers who can be helpful in some situations. she felt. "theyv're warming up."

She added. "They talk about it very freely now. The principal didn't always need to

introduce me as the social worker. but more and more I'm getting introduced as the social

worker. and more and more I'm being called on to intervene in all kinds of interesting

ways."

competency is a valuable tool for winning the heart of the community. It also helps

Here are some examples of satisfactory outcomes. Once again. culitural
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prepare the teachers from outside the community. to minimize their cultural shock and
improve the classroom atmosphere. However. school workers have to constantly work
against the current. sometimes against their own values. At times there is a clash
between their own beliefs and the common beliefs of their work environment. creating
many obstacles. In addition. francophone teachers rarely stay in an Orthodox school for
more than a year because of low pay and odd hours. This means that workers have to
sensitize new teachers each vear. These challenges will be elaborated in the following

section.

Challenges in Culturally Sensitive Social Services

Like the workers in CFS and TFS. those in JFS also face many challenges when
helping their clients. Some could be caused by a gender role conflict. or differences in
beliefs and lifestyle. One social worker became more conscious of her reformed Jewish
lifestyle when she started working as a social worker in a Hassidic community. Even
when she was oft duty. her consciousness of the difference still lingered. After she was
more accepted by the community. the tension lessened. She is now very forthcoming
about who she is to parents and students when they meet in the public. and there is a

sense of mutual respect.  She recalled her early experience:

In the summertime we don't work. [ went with my family to a
small country house in an area where a lot of religious people
also rent. [ have done it for ten years. and it's never been an
issue. until now because I'm in a very Orthodox school. a
Hassidic school. One day. [ was in a store in a little village, and |
was wearing very fashionable clothes. [ was wearing gold
running shoes. and a little short outfit. like with shorts and a T-
shirt. and I saw one of the Grade 6 girls and her mother. And for
the first time [ became very anxious.

Now. it's interesting because when | meet a parent they know that
I'm not Hasstdic. and I'm very straight about it. So when [ bump
into them. [ don't feel badly for the way I'm dressed. [ had never
met this mother before. So the girl goes and gets her mother to
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bring her to introduce me. and I felt this very strong urge to hide.
which is not my styvle! I did say hello to her. When I saw the girl
in September [ said to her. "Please apologize to your mother for
me. but [ felt uncomfortable because [ wasn't dressed properly.
And please tell her [ didn't mean to be rude." And [ really
became quite anxtous because [ didn't want to offend her. |
wouldn't want to offend this girl's mother. who would think that
this social worker parades around. They would call it "parading
around”. I was just shopping with my husband.

Sometimes things do not go as smoothly as all parties would like. especially when

dealing with touchy issues. This section will present more complicated cases that the

workers have dealt with. During the counseling process. social workers continue to work

hard to gain more trust from clients so they can learn more about their problems and help

them better. A social worker who dealt with a child's problem at school realized that the

parents also needed help with parenting skills. But things were further complicated at

home because the mother. in her twenty-second week of pregnancy and looking after her

thirteen children. discovered that the expected child would have Down's syndrome.

Abortion was out of question for this couple. In addition. perhaps due¢ to the arranged

marriage which is common practice in Orthodox communities. the worker realized that

the couple did not get along well. but according to her divorce was not feasible either.

She described the case. explaining how she gained the parents’ trust and dealt with their

problems:

It's very hard. and it's a very shameful thing for parents to come
forth and say they have a problem. So [ assured them that
confidentiality is respected. and that they must learn to trust me.
Children were always going home and saying. "you know what.
the social worker came in to visit today.” [ brought them books
about the Jewish holiday. the forthcoming holidays. I brought
them stencils to take home. and by word of mouth from the
children to the parents [ established myself within the school. I'm
putting the two [the husband and wife] together, so what I'm
doing is meeting the couple and trying to give them a few
parenting skills at home. showing how they could best work
within the time frame that they have together. and that each child
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demands attention and must have their own individual time with
each parent.

So the only problem that I have here is that every child goes to
school from 8 o'clock in the morning till 6 o'clock. five days a
week. and they go to school on Sunday from 8 to 3:30. which
leaves them only the Sabbath. Friday night. and Saturday night.
The fathers go to learn in the evenings. so the father is mostly
absent from the home. which creates a big problem. When you
want to teach them parenting skills at home. the load always ends
up on the mother's head. who is overworked. over-burdened.
and...[the concept of parenting skill is] absolutely new. It's very
new... and it's not been a long time that he [the rabbi at school]
recognized that it's even a concept. But at this point when I'm
coming into the school. he's saving "Deal with the problem. it's
okay" which is giving me permission to contact the tamily
without his further permission.

The situation is further complicated by other social constraints. Abortion is not an
option for them. That means the couple will have to face a mentally challenged child. a
burden on top of many other children whom they must care for. in addition. because the
wife was under stress at the time. she refused to have any relations with her husband.
This 1s against the teaching of the Torah. In order to have a good Jewish home. the wife
must prepare herself by having a holy bath every Friday night before the Sabbath and she
has relations with her husband on that Friday night. Then they hope that the wife is
pregnant. Part of their lives is governed by this particular religious ritual. The worker
recalled the wife saying. "I'm not a whore. and [ don't want to be approached to have
relations with vou because it's to make a good Jewish home. [am the mother. [ am the
wife and | am vour partner. and [ need a little bit of intimacy in the relationship in order
for me to want to sleep with vou." The husband felt that his wife was just turning her
head the other way.

It was difficult for the worker to ease the burden and tension in this family. even
more so than with an average couple. To re-establish the relationship with a fresh start
for the couple is not easy when the father is often busy with his Talmud learning. In such

arigid religious environment. and with very limited resources in a community which is
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still highly isolated. the family has a long way to go to overcome these hardships. The
worker understands the sacred nature of the relationship between the couple. and its
importance in the family.

Despite all the difficulties. the worker did experiment with some new strategies.
She suggested to the couple that they separate the issue of their relationship from that of
the birth of their handicapped child. The worker tried to encourage the wife to seek a
second opinion from another doctor. learn what types of problems she might face when
the child is born, and speak to rabbis in higher ranks to prepare herself. The worker also
tried to get some form of birth control for her. Although birth control is generally not
permitted. when a special rabbi permits. then women are allowed to use it. Furthermore.
she persuaded the husband to work a little more tenderly with his wife. to bring her gifts
before the Sabbath. bring her a cake. bring her flowers, tell her that her house is lovely.
and try to warm her up without having the relations. The worker admitted that all these

behavioral adjustments are not in the traditions in their cuiture. She said:

It's only lately that they are starting to change their views on what
the basics of religion really are. [s it so necessary for the husband
to just demand it of his wife? Maybe there is a caring part and a
loving part to having relations. it's possible.

Although the whole process of change is very slow. the couple manages to have
regular meetings with the social worker. either together or separately. The worker
reported that sometimes it worked but sometimes it did not. What is important. according
to her. is that the rabbi at the school recognizes the need. the importance of parenting
skills. and the couple is willing to share the intimacy of their bedroom with her. She also
added. "We try and make a little maneuver."

The family problems were discovered because of one child with a school-based
issue. and the rest was subsequently exposed. This case reveals several other important
issues. other than cultural competence and trust. in culturally sensitive soctal services. As

a supervisor has said before. the members of these Hassidic communities share very
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similar needs with others in the larger society. although they are culturally. religiously and
linguistically very different. and are visible as a minority. All these "common" problems
require more appropriate responses. with some finesse and creativity. Moreover. the
attitude of the rabbi at school toward change is also vital. The husband's willingness to
try out options. whether for his wife's benefit or for a better Jewish life for the family.
cannot be neglected. This then leads to an immediate fundamental question: are all these
changes in conflict with the traditions of the community? This will be discussed in the
following chapter.

The most ditticult issues that a social worker must deal with when serving
minority groups like the Jewish or the Chinese communities. are those where there is a
conflict between Canadian laws and the standards of the community. Corporal
punishment or physical abuse and sexual abuse will be used as examples. Corporal
punishment is an accepted way to discipline a child in Orthodox communities. In the
Torah. it is written that parents are permitted to hit their children. according to a social
worker. A social worker who has dealt with this problem in the Hassidic community
must take not only a more sensitive and a indirect approach. but must also employ
different strategies than the usual practice for other clients. In these cases she would try

to deal with the family first. She described what she observed in the community:

So what you find is when a child does not learn his appropriate
religious studies. the father will give him a pinch on his ear. or
he'll give him a smack across the face. and it's accepted. What
we're seeing in the schools. is that children are exhibiting
sadness. We're not sure why. and when we start asking
questions. the father says. "He didn't do his work. he didn't study
properly. so [ gave him a smack across the face." And we're
finding a lot of difficulty with the parents because they think it's
accepted. and what we portray is that there are laws in Quebec
that do not allow physical punishment applied to children. So we
have a very big conflict with these ultra-orthodox families. [
have to be very careful because I've dealt with Youth Protection
on many different occasions. I've dealt with Youth Protection
with sexual abuse. within my other school. a lot of physical
abuse. Once the case is signaled. it becomes very ugly. And it
becomes open to other people outside of the community. So [
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The social worker also described how she dealt with the situation and how the

approach differed from the ways of dealing with this problem in a general setting in

Quebec.

have to kind of hold my hands back. before [ really do anvthing
major without going to the principal ot the school and saying.
"look. there's some phvsical abuse here.” What we do is we try
to hash it out within the community.

We say [to the father]. "Look. your son has been coming to
school and telling vs that you are hitting him. And by law in
Quebec vou are not permitted to hit vour children." And the
father will go on and on and on. and tell vou all the bad things
about the child. and that he's the disciplinarian. [ try to offer
different strategies to manage. you know. keeping his discipline
in order. It's not always successful. [ met with a little boy last
year whose father thought that his child was very bright. but he
was called in twice last vear because the child had said that the
father was beating him up. [ wasn't in on the first two meetings.
The rabbi called in the father. had two meetings with him and
said. "Listen. you've been hitting vour child. and it's coming out
in his behavior in school. and his school work. and if you
continue to hit him. vou're going to have big problems with him.
We're not going to keep him in this school.” And he didn't get to
the first base. so [ went and I did a home visit, and [ met with the
family. and | said to them. "The reason that I'm here today is
because we are concerned about your child's behavior in school”
and | just addressed the fact that he hit him. Then [ said. "it's not
permitted”. So the father was kind of shy. because I confronted
him with it right away. and [ said. "isn't there any other way that
you can manage vour anger with him?"

And what [ did was [ went back to the father's background. his
childhood. and he was abused when he was a child. So I try to
spend some time counseling the father. rather than the child. The
child [ worked with in the school. and [ worked with him. giving
him independent projects with an atlas. looking at the different
countries in the world. which is a different knowledge from what
they study. And this kid was fascinated. I gave him a book and
in school he was coming to me every week. At the same time |
had home visits with the father. and I would work on his
background. and ask: "how did you feel when you were young?",
and "let's talk about it now". and we try to learn of different
strategies. The father was a very angry man. and unfortunately
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he was taking out his anger from his childhood on his son. vou
know. transference.

[f you're counseling anybody in a regular setting. you're dealing
more with feelings. vou're trving to get in touch with an
individual's feelings and try and have them look for the reason
why they're behaving the way they're behaving. Here I'm very
limited. [ have to watch the culture. [ have to watch what [ say.
that I'm not talking inappropriately. and [ have to approach it a lot
slower than [ would on a regular basis.

The outcome of this intervention can be seen on two fronts. In the case of the
couple discussed before. struggling with their relationship on top of other family
problems. the progress would be very slow. Perhaps. a satisfying outcome might not be
seen within a short period of time. However. it can be seen that any help is better than no
help. At least the community is addressing the problem. Assistance from outside
(limited to help offered by the larger Jewish community) is permitted. On the one hand.
the worker may be able to help the father see the matter from another perspective. staving
within the borders of their beliefs and values. On the other hand. the child might receive
some immediate relief from the attention of the social worker.

In other extreme cases. such as sexual abuse among siblings. cultural sensitivity
may have very little impact on the outcome in that the case must be reported to Youth
Protection. although the social worker may have an understanding of the context in which
it happened. One social worker theorized that the rigid upbringing of children in a highiy

sex segregated social environment might be related to sibling sexual abuse:

But I have to tell you that from a very early age. the boys are not
permitted to look at girls. The only time a boy is permitted to
look at a girl is when he has to marry her. when she goes up for
marriage. [Even eve contact]. nothing. The girls are supposed to
be pure for their husbands when they marry. These bovs are
growing up in all-boys schools. They're not having any physical
contact with any women. any eve contact with any women. so
when they reach puberty. naturally their hormones are going
crazy. they don't have anyone to practice with, so they go to their
sisters. Or they go to each other, and you find a lot of



masturbation in the boyvs' schools. where they go on a weekend.
on a Sunday afternoon. vou'll find 6 or 8 boys get together and
they play with each other. The parents never know about it
because it's hidden.

The hands of the social worker are tied by laws. so he or she must report the case

to Youth Protection. if such abuse occurred.

[Of 35 cases the worker is dealing with]. a lot involves sexual
abuse. Incest. Very surprising. amongst siblings. brothers and
sisters. [t is very difficult. I signal to Youth Protection. You
must signal. You learn in social work and psyvchology. when a
child is either a danger to themselves. or a danger to someone
else. or their life is in danger. you must signal to Youth
Protection. Youth Protection is an association in Quebec that
protects vouth. | would call up Youth Protection and [ would
say. "l have a client in my school. who may be a 12-vear-old girl.
who has come into my office and admitted that her brother has
had sexual relations with her." Intake will take that at Youth
Protection. and they will send somebody to the home. and they
will do an investigation. At the same time. [ would continue to
see the client in the school. If the issue is really a tough issue and
I find out that the child is in crisis. [ might even go into the home
and do home visits.

The worst scenario is when the offender is taken away from home and the case is
exposed to the community. The worker said. "I signal Youth Protection. and Youth
Protection takes the case. And it becomes ugly. Verv ugly to this community. because
this community is supposed to be based on religion and the Bible. and purity and
holiness. and it's not." However. the social worker. who has a deeper understanding of
the community and strong empathy toward the family. tried to explain to the judge what
kinds of negative consequences the family might face in their community if the boy is

removed tfrom the home:

When they went before the judge. | brought with me the head
rabbi from the school. who is a well-known member of the
community. [ went myself. to plea that the family not be broken
up. and the judge was very sympathetic to it at the beginning.
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right away. He was given a three-month trial period to stay at
home. with the parents in constant supervision if he was on the
same floor as his sister. so he wouldn't be a threat to his sister.
And the sister was never allowed to go into the basement when
he was there alone. That was for three months. And then they
re-evaluated the case and thev said. "You know what. it appears
that he's a threat to the sisters.” and they had him out. But I think
the fact that we all stood up strong as part of the community.
made the judge look at things a little bit softer.

. because he did not rule that the son be thrown out of the house

Although eventually the boy had to be removed from home. the social worker's
empathy and intervention did soften the decision ot the judge and the boy had a trial
period. The worker also followed up the case by offering counseling to family members.
The worker referred the victim to psyvchiatrists and a hospital. Allen Memorial. which is
closely associated with the Jewish General Hospital. She also had conferences with other
professionals and worked on how best to deal with the situation.

. This detailed case illustrates the advantages of culturally sensitive social services.
[t shows how cultural sensitivity functions in the initial stage. how the social worker
gained trust from the community. students and parents by using her high cultural
competency. However. the social worker can only work within her own [imitations. On

the one hand. she is limited by the culture in which she is serving:

[It is] the lLimitations of the culture. This is where my
background knowledge. knowing what is permitted and what isn't
permitted within the community. [was helpful]. I would offer
different strategies for dealing with this culture than [ would offer
for a regular counseling client.

On the other hand. the worker must work within the laws that bind her profession.
Although the decisions made and the action taken in the case above may contradict what
the family may sce as best for themselves. evervone in the community. including social

. workers. must follow the law.
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The expression. "it takes two to tango” is applicable to culturally sensitive social
services. If the receiving party does not welcome the services. the provider feels helpless.
no matter how culturally sensitive they are. Although this study does not investigate in
detail why some of these ultra-orthodox communities are willing to get help trom JFS,
there are some possible answers. First. as indicated in some surveys of the Hassidic and
ultra-orthodox communities (Mintz. 1992: Shahar et al.. 1997). including this one. some
of the leading rabbis recognize that problems exist in their communities that are beyvond
their ability and resources to deal with. This means assistance from trusted parties is
welcome. Second. there may be a domino effect. Those Orthodox schools obtaining
services from JFS might put pressure on those not receiving any. A school worker
observed. "What they do is they communicate with the other communities. and they are
made aware that if there's a social worker coming into this school. they want to do the
same thing like other schools." A final hunch is that these communities do not want to
stick out in any part of Montreal. to be recognized as problematic. and to be identified.
but they have to bend the rules when needs become too great to handle. Eaton's
observation on the Hutterites is a good analogy for the Hassidic Jews' situation: "By
bending with the wind. Hutterites have kept themselves from breaking” (Eaton. 1932:
338. cited in Boldt. 1985:97).

We have seen that. like CFS and TFS. JFS is an ethno-specific agency. which
offers highly cultural and linguistically sensitive social services to its community
members. We observed that linguistic and cultural competency. along with the building
of trust. carry different levels of significance which vary from case to case and situation
to situation. When serving a group of quite assimilated. second-generation Jews. the
level of cultural sensitivity remains symbolic. In fact. these clients. who are native-born
Canadians and are fluent in at least one of the official languages. can seek services
outside the Jewish community. The reason that they prefer being served by a Jewish
agency is more primordial. to use Geerz's term. Other that the fact that the quality of

JFS's services satisfies its clients. the clients feel closer to their roots when they seek help
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from JFS. We can also see that cultural sensitivity remains minimal when services are
offered to very secular Jewish schools. However. in the other extreme. when serving
Orthodox communities. the level of cultural sensitivity is at its highest. Every word the
workers say and every action they take requires caution. The workers show a high degree
of sensitivity toward the culture and belief of the Orthodox communities. Although
immigrants are not the targeted group in JSF. some cases do involve immigrant families.
The experiences in serving immigrants are similar to those found in CFS and TFS. One
JES worker stresses that being an immigrant herself is an asset when helping other
immigrants. a view very similar to those of the Chinese workers. Other workers in JFS
who are native-born. however. believe that their professional skills are able to help clients
from any background. The workers report that they experience challenges. and the
challenges are more salient when serving the Orthodox communities. Like some workers
in CFS and TFS. some JFS workers also experience conflicts with gender roles. personal
values and beliefs between themselves and the clients. Their methods of dealing with
these contflicts are to overcome their biases. show empathy with their clients. and re-
socialize them. Furthermore. developing a good relationship with the rabbi in charge of
the community has proven crucial. Without his support. no services could be provided to
the needy. We also recognize that JFS workers. like all workers in the protession. are
ultimately bound by the law. No matter how reluctant they are. they must report cases of
abuse to authorities. Finally. it seems JFS is more resourceful in terms of manpower and
financial resources than CFS. Not only do they receive relatively stronger support from
the community. but are also able to generate revenue from selling their services to those

outside the Jewish community.
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Chapter Seven

Factors Impacting on the Formation and Functioning of CFS and JFS

In the previous chapters. we have discussed how these agencies are organized and
run. We also discussed what types of services are oftered and how these services are
delivered in each agency. It became obvious that the formation and functioning of CFS
and JFS are very different from each other. In this chapter. we will analyze how internal
and external factors have affected the formation and functioning of CFS and JFS.
distinguishing them from each other. In the course of analysis. it will be revealed that the
internal factors include the different waves of immigration. the culture and/or religious
beliets of the ethnic groups. the needs of the community. the human and financial
resources of the community. and the organizational nature of the community. The
external factors include the French-speaking environment. Quebec's policy on social and
health services. and the lack of culturally and linguistically sensitive health and social
services in the mainstream sector. We argue that all of these internal and external factors
have an interactive effect on the formation and tunctioning of CFS and JFS.

Although both CFS and JFS identify themselves as family service agencies. the
Kinds of services offered by each are drastically different. The executive director of CFS
once said. "Our name 'Family Service' does not reflect the actual work we do here.” Our
findings indicate that manyv services in CFS are related to immigration settlement. while
the service area of JFS does not cover recent immigrants. Although it is difficult to
establish an exact definition of immigration settlement services. we may follow the
definition given by the Immigrant Settlement And Adaptation Program (ISAP). managed
under Citizenship and Immigration Canada (CIC). the major provider of funds to
immigrant services agencies. The ISAP defines the services as reception. referral.
information and orientation. interpretation and translation. para-professional counseling

(in-depth social or psychological counseling. normally provided by professional
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counselors. is not included). and employment-related services (Citizenship and
Immigration Canada. 1977: 9). These services. as defined above. are very close to those
offered by CFS. except that CFS does not offer employment training. at least not at the
time of this study. However. this does not mean that CFS only offers immigration
settlement services. [ts services include programs for the elderly and children between 8-
13. prevention of conjugal violence. help for problem gamblers. and other tamily-related
services. It can be said that services in CFS are a hybrid of both settlement and family
services.

The services provided by CFS could alsc be described as fragmented and project-
based. The structure and programs of the agency are very "fluid” as described by the

executive director. She observed further:

Funding sources influence our programs a lot. Our services
depend a great deal on government [funding] of policies. [and
other funding sources]. Sometimes. programs are not clearly
defined. Sometimes a program may cross-cut other programs
and services.

A program like "Friendly Visits For Chinese Seniors At Risk" was the direct
result of a grant. When the grant ended. the program was discontinued. Another example
of the lack of continuity due to funding changes is that the agency was forced to merge
the Intercultural Partnership Project (IPP) and the project for Individual and Family
Support. The merger resulted directly from governmental budget cuts leading to the lay-
off of a valuable. experienced worker.

There are three reasons why CFS services are very immigrant-focused. and why
they are fragmented. The first is related to the demographic characteristics of the Chinese
in the community. A great majority of the clients are recent immigrants who demand
settlement-related services. CFS responds to the needs of these clients accordingly.

Many services are devoted to talks on settlement-related issues. translation and
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interpretation. and language training. for example. Some clients who require help from
social workers and counsclors also have problems related to settlement and adaptation.

The second reason is a lack of resources in the Chinese community. This includes
the lack of manpower and financial resources. and the absence of a network of social
services. One major reason for this shortcoming is the external factor of the French-
speaking environment. This problem is also linked to the demographic characteristics of
the Chinese immigrants. As discussed in Chapter 3. the percentage of Chinese Canadians
who have an adequate knowledge of French. or of both English and French. is very small.
[t is difticult for most Chinese to interact with the mainstream French society. In
addition. learning French proves to be a difficult task for many Chinese immigrants. since
the great majority ot them came from Hong Kong. Mainland China and Taiwan. and had
almost no exposure to French in their homelands. Furthermore. the Chinese community
has a very small number of Canadian-born Chinese. Racially discriminative immigration
policies had obstructed family reunions for more than a century. causing "a delay of
second generation”. as Li (1998: 72) termed it. Literature (Isajiw. 1990: Weinfeld.
1994b) suggests that the second and third generations of immigrants tend to lose their
mother tongues. and are in the process of lingual inculturation into the official languages.
This clearly leads to economic and political benefits. The Chinese immigrants in
Montreal have not vet benefited from the growth of the second and third generations. and
continue to face a language barrier that prevents them from participating fully in the
mainstream society.,

Social work legislation in Quebec requires registration for all social workers and
counselors. One of the criteria for registration is a high level of French proficiency.
Many Chinese who have the necessary expertise in the helping profession lack the
language skills to qualify for registration. This prevents them from serving their clients
as recognized social workers or counselors. A worker in CFS said. "We have no social

workers here." Ironically. in the course of conducting this study at CFS. it was noted that
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at least four staff were trained in social work. and three of them graduated from an
English-speaking university in Montreal. The worker continued. "Well. [so and so] has
social work training. but he is not doing social work jobs: he is doing some community
education.” With the exception ot the executive director. none of the social work
graduates who worked in the agency had good knowledge of French. Even though
expertise is available in the community. CFS cannot make good use of it. In addition to
poor salary and job prospects. the turnover rate of social work graduates in the agency is
high. Some of them returned to Hong Kong for further career development. Some
moved to Toronto. where language is not a barrier for them. Our findings indicate that
fully-qualified personnel are even more difficult for CFS to keep. because the number of
Chinese workers in the mainstream social services is low. and they are in high demand.
Since the salary and the prospect for advancement within CFS is not as competitive as
those of mainstream agencies. CFS taces a loss of "capable" workers who have social
work expertise. CFS tries to compensate by hiring workers who have the language
proficiency but lack professional skills. They tend to have degrees in French Literature.
but no social work training. A worker in the [PP. who is fluent in French but has not
received tormal social work training. recalled her experience in helping clients:

| receive many cases on family problems. But [ don't do any in-

depth work [counseling]. For example. if they want a divorce. I

explain to them what the procedures are. then | refer them to
soctal workers in CLSC if there is a need.

These constraints do aftect the continuity and quality of the services.

Furthermore. the social service network in the Montreal Chinese community is
very small. According to the interviews with other key informants in the community
outside of CFS. there are only two similar service agencies: the Chinese Neighbourhood
Society and the Chinese Volunteers Association (also see Chan. 1991. 268-269). As one

leader in the community said:
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CFS is the most established social service agencv. There are
other social service agencies [in the Chinese community]. but
CFS has become the most sophisticated. and it attracts support
from the intellectuals. professionals. people from the business
class.

Despite its reputation. however. this most sophisticated agency has to refer its
clients to CLSC. because the limited services cannot meet all of their needs. especially
the need for counseling. One veteran worker in CFS suddenly burst into tears during an
Interview. saving:

We have to turn our clients away. because we can't give them

what they want. We know that our service model [making
referrals to CLSC] is not ideal. but we don't have the resources.

This statement retlects how poor the social service network in the community is.
No other service agencies are available to take reterrals from CFS. Therefore. referrals
are made to CLSC.

Since we had an opportunity to study a Chinese family service agency in Toronto
for this study. we can compare these two agencies. located in two different social settings.
The resources of the Toronto Chinese community are far richer than those of Montreal's.
There are specialized immigration settlement service agencies that provide settlement
services to Chinese immigrants. both within the Chinese community and in the larger
community. Although many clients at TFS are immigrants. TFS does not need to otter
settlement services per se. and is able to focus on family services. They are also able to
offer counseling to their clients. Although newly proposed legislation will require
Ontario social workers to be registered. like those in Quebec. we do not foresee that such
legislation will create the same difficulties for the Chinese practitioners in Toronto, since

English poses much less of a barrier to these workers.
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Furthermore. more than thirty service agencies that serve the Chinese community
in Toronto have together tormed the Chinese Interagency Network (CIN). which plays a
role to facilitating inter-agency collaboration. These agencies provide services ranging
from geriatric care to women's health care (see Leung. 2000). In comparison. the social
service network in the Montreal Chinese community is still in the early stage of
development.

It is not surprising that CFS has been making a deliberate eftort to connect with
the mainstream society. and the tormation of the board reflects this trend. As discussed in
Chapter 4. the board members deliberately invite non-Chinese members to join the board.
These members may have connections with Centraide. may be journalists. or may work at
a hospital. These members can bring different skills. knowledge and resources to the
board. and provide a way to link CFS to the mainstream community. The simple reason
tor this recruitment of outside talent is that "CFS is not strong enough". as an ex-board
member commented. The services offered by JFS. on the other hand. are more focused.
structured and specialized. JI'S does not serve recent immigrants and clients over 60.
JFS offers very specific and professional services that are related to family issues. It has
one of the best school services in North America. as one school worker claimed. Other
concerns in the community are taken care of by specialized agencies from the well-
established community network. There are 18 agencies under the Federation. which ofter
services for immigrants through JIAS. for the elderly through JSSE. and employment
training through the Jewish Vocational Service (JVS). to name a few. There are also
many other community service agencies outside the Federation. which "do phenomenal
work". as a board member asserted. Elazar (1976} observes that the Jewish communal
structure has become increasingly articulated. with different domains serving different
specific interests within the community. The Jewish community network is far more
organized and developed than that of the Chinese community. which means that JFS does

not have to work alone.
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As discussed earlier. many Jews in Montreal are bilingual. The great majority of’
them are fluent in English. and less than twenty percent of them have difficulties with
French. Compared with the Chinese. Jews face far fewer language barriers in their daily
lives. All of the social workers and counselors are not only proficient in both official
languages. but many are knowledgeable in other languages as well. All of them have at
least a bachelor's degree. and are professionally trained in social services. Unlike workers
in CFS who tend to leave Montreal after a short period. JFS workers tend to stay at JFS.
despite good job opportunities in the mainstream social service agencies. In addition.
many clients in JFS are able to seck help from the mainstream agencies. but they prefer
being served by a Jewish agency. Unfortunately. the clients in CFS have no option but to
turn to a Chinese speaking service agency.

[n terms of financial resources. JFS receives full support from the Federation and
the community. [n addition. JFS school services have not only expanded by two to three
hundred percent in recent years. but are also able to generate additional money by selling
services to Jewish and non-Jewish schools. In our interviews. financial difficulty has not
come up as an issue at JFS. and there are two reasons for this. The first is related to the
organizational characteristics of the Jewish community. The literature review and our
findings suggest that the Jewish community has strong communal support. This support
is the result ot a long tradition embedded in the Jewish religion. A board member

expressed his view on why Jews give strong support to their community:

.. in fact charity is basically an ingrained part of Jewish culture.
It's hard to explain how it gets there. but there is just no question
that Jews are generous. in all walks of life.

He went on to recall his experience about a fundraising event for the community:

[ don't know exactly how much we raised last year. I'll say 30
million dollars. yet Centraide. in the non-Jewish population
(which has to be a couple million people). can't even raise 20
million dollars.
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Another leader in the community observed:

The work that JFS is doing has been around for a long. long time
before there were family services and social workers. We've
been doing this within our community since biblical times
because we understood that in our worldview. this was the social
contract between a member of our community and the
community. The sense of community with Jewish
consciousness. within Jewish tradition. and the Jewish
experience. is valued. When vou pray. vou can pray as one
person but it's better if you pray within a community of ten or
more people. so there is a certain Jewish value of community and
a community has certain obligations to its members and members
to their community.

A worker who explained the reason why she staved with JFS echoed the
community leader's view. She said:
[ am staving] because I am giving back to my own community. [

feel my community is giving to me and [ feel I can give back to
my own community.

Not only the strong sense of community. but other favorable conditions help build
the Jewish community in Montreal. Unlike the early Chinese settlers who came to
Canada as laborers and had never been in the leadership class. as a Chinese community
leader remarked. Jews had a much more advanced and solid start when they sought better
economic opportunities along with the French settlers in the late 17th century. Jews came
to North America as traders and businessmen who had long been familiar with the
European politics and cultures. These skills certainly were essential in building a
community in a European colony.

The second reason. we argue. 1s that the socio-economic status of Jews in
Montreal can also play a significant contribution to the financial resources in the

community. Not only are Jews willing to contribute money and time to their community.
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but they are more capable of doing so. We cannot deny the fact that poverty is a major
concern in the community. but as one board member observed. "obviously. some Jews are
very wealthy in Montreal, and give a huge amount of money to the community.” Jews in
Montreal. as a group. do enjoy high socio-economic status: this is supported by Census
data and other surveys. discussed in Chapter 3.

Conversely. the emphasis on communal support has not been a strong part of
Chinese tradition. Instead. the emphasis has been on the familial and the familiar. The
clan and locality associations in the Chinese communities across Canada. which recruited
members based on a common surname or home county. are good examples. The Chinese
have developed a sense of self-reliance. and the weltare of the individuals is a major
responsibility of the family system. Breton's study (1991) on the governance of ethnic
communities. which examines seven ethnic groups in Toronto. shows that the percentage
of Chinese who agree that they have a general obligation to support the needs and causes
of their own group is the second lowest. while the Jews scored the highest. Furthermore.
in terms of socio-economic status. the Chinese in Montreal fare poorly. With an
individual annual income of $16.066. as opposed to $30.024 for the general Montreal
population. the ability to make a financial contribution to the community is very limited.

The different organizational styles of these two communities also have a different
impact on the communal support of the two agencies. Elazar and Waller (1990) study
how the Montreal Jewish community works together to achieve consensus. They argue
that the sense of ethnic identity in Canada is very strong. especially among the Jews.
Since Montreal Jews are not particularly religious. a non-religious identity encompasses
most people. They turther argue that "Montreal's Jews are united mainly by some
expression of Jewish identity rather than by an ideology" (ibid.: 118). However. this does
not mean that the majority excludes the religious minority in the community. On the
contrary. the authors argue that: "There appears to be some agreement. at least informally.

to minimize religious disputes. Usually this has meant deference to the Orthodox
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approach. For example. community institutions and buildings generally observe kashrut
and Shabbar” (ibid.:119). If there are any disputes. they are quite likely to be resolved by
the policy choices of the Allied Jewish Community Services (AJCS). the Canadian
Jewish Congress or similar bodies. They also observe that in recent years. with the
exception ot issues related to Israel such as the Lebanon war. there were few issues that
seriously divided the community (ibid.). Such compromising attitudes help unite the
community. making mutual support and cooperation easier to achieve. Our interviews
conducted in JFS did not reveal any evidence that [ack of community support is ever an
issue. A leader in the Federation commented. "The Federation has changed tremendously
in the past 20-25 vears and has become more respectful of religious practice." A good
number of examples of how JFS tries to be sensitive to Orthodox clients have been given
in earlier chapters. This concept of inclusion runs through all levels of the Jewish
community.

However. the "difficulty to unite the Chinese community" has often been a
concern to key informants in the Montreal Chinese community. Literature on the
organization ot the Chinese communities comes up with a similar observation. This issue
has been discussed in great detail in Chapter 4. To repeat some of the important points
from the interviews and the literature review. it is perceived that the leaders of the
community lack a strong commitment to serving the community. Leaders from the earlier
and more recent waves of immigration often run into conflict when dealing with external
and internal issues. due to different ideologies and priorities. difterent strategies. and
different socio-economic and educational backgrounds. A centrally organized Montreal
Chinese community has not developed vet. having a deep impact on the functioning of
CFS. In serving the community. sometimes CFS does not receive full support from some
community sectors. A board member's voice best describes the atmosphere in the
community at a time when CFS developed programs to deal with sensitive issues such as

conjugal violence:
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There are other women's groups in different organizations such
as in the Chinese Hospital. but they mainly do fundraising. They
do not talk about women's issues very much. such as balance
between family and work. salary inequality. lack of opportunity.
sexual harassment in the work place. or racial problems. They
have not advanced as much as CFS has in these areas. We are a
little bit avant-garde and progressive. but at the same time we
have a price to pay. Sometimes we arc isolated. sometimes we
feel very much alone. because we do not always succeed in
getting other Chinese organizations to come on board with us.
Sometimes they fear that we will mess up. We are like any
community in its developmental or evolutionary process. There
is always a traditional segment and a more progressive or
younger segment. We are more associated with the progressive
and younger one in outlook. The traditional segment does not
recognize us. but criticizes us. For example [they think] we
should be ashamed to talk about family violence. They say there
is no violence in the Chinese family. Sometimes we feel alone
and do not find the co-operation from others in the community.
Sometimes the Chinese community is politically complicated.
Maybe we haven't invested enough time and energy to get them
on board. so that is our problem.

This quote does much to demonstrate that a lack of communal support sometimes
creates frustration and difficulty where programs deal with controversial issues.

There are three external factors that have great impact on the formation and
tunctioning of CFS and JFS. The first is the French-speaking environment. which has
been discussed earlier. Here we may add that as long as French is the only official
language. many Chinese in Montreal will have difficulty gaining equal access not only to
health and social services. but other public services as well. They will also face barriers
to their participation in Quebec society. The second factor is that services in the
mainstream agencies seldom meet the specific needs of the ethnic communities. These
specific needs can be linguistic. religious. or cultural. [n other words. lack of cultural and

linguistically sensitive health and social services in the mainstream sector leads to the
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formation of ethno-specific agencies -- they are there to fill the service gaps. The
findings of this study. and other studies reviewed earlier. support this argument.

The third factor is the influence of state policies. State policies can have a
positive and negative impact on the lives of those in an ethnic group (see Rosenberg and
Jedwab. 1992: Li. 1999: 15-16). Of the many state policies. we argue that Bill 65 in
Quebec. passed in 1972, has had a unique impact on the formation and functioning of
health and social service agencies. This bill reorganized all health and social services in
Quebec. Before the bill was passed. the financial role of the Quebec government in the
organization of the health care system was very small (Trottier. 1999: 151). Elazar and
Waller (1990: 128) observe the consequence of the bill's passage: "Bill 65 allowed the
government to assume financial responsibility for institutions that would be considered as
'Community Service Centres'. These would no longer necessarily be under the control of
various independent groups. Thus for all intents and purposes. private health and welfare
institutions were eliminated.” They note that this resulted in a major impact on the
tfunctioning of JFS and other related service institutions and agencies in the community.
These service institutions and agencies had to choose either to accept money with
government strings attached. or to operate without financial support from the government.
The authors (ibid.) find that. "...the Board of Jewish Family Services (Baron de Hirsch
[nstitute) was quite reluctant to accept the new status. It did so only after receiving a
guarantee from AJCS that if the new arrangement did not work out. AJCS would be
prepared to take over all the funding.” In the early 1970s. when the bill was first passed.
JFS decided to become an independent and autonomous service agency (see Jewish
Family Services of the Baron de Hirsch Institute Annual Report. 1992-1993). According
to a former JFS board member. this move enabled the agency to serve the whole Jewish
population. instead of being limited to serving only the vulnerable population. The key
point here is that legislation can have great impact on the formation and functioning of a

service agency. JFS is able to avoid the "strings” and have autonomy only because it
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receives full support from the community. Compared with JFS. CFS relies far more on
tederal and provincial government funding. A board member talked about the

disadvantages of being financially dependent on the government:

The Quebec government is not in favor of parallel services. so it
does not fund CFS for counseling services. We can't afford to
have adequate human resources to do work in counseling. so we
have to refer our clients to the mainstream agencies.

This is a good example of how government policies may have a negative impact
on the functioning of a service agency. Unfortunately. in addition to other limitations.
CFS is not strong enough to gain the financial independence necessary to provide all the
services that its clients need. In brief. Bill 65 and the language laws of Quebec do not
favor the development of CFS. On the other hand. the language laws have far less impact
on JFS and the Jewish community. Bill 65 could have the same negative impact on JFS.
but communal support enables JFS to survive as an autonomous service agency that can
provide the whole community with high quality services.

In sum. given the differences in culture and tradition. and the disparity of’
manpower and financial resources between these two groups. it is not surprising to find
that in comparison. CFS does not have a professional standard of operation. and cannot
pursue consistent services. It has less power to negotiate with government in shaping
policy. and it receives very limited support from the community. The opposite is true of
JFS. As aresult. JFS does not need to rely as much on assistance from outside the
community. while CFS struggles to tap into any available resources to maintain its
survival. This chapter has demonstrated how external and internal factors have shaped a

very distinct formation and functioning of two family service agencies in Montreal.
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Chapter Eight

Discussion and Conclusion

This study raises a number of issues. It has explored how culturally sensitive
social services are delivered in the form of ethnic match. where ethno-specific agencies
provide services to members of their own communities. We have explored this issue by
studving two ethno-specific family service agencies in Montreal. What are culturally
sensitive social services in this context? What we learnt from the interviews with those
service providers is that culturally sensitive social services involve shared language.
cultural competence. trust. and empathy. An assumed shared experience. another key
component in culturally sensitive social services. has been highlighted by many of the
social workers interviewed. Many of them are immigrants themselves. Moreover. the
Chinese and the Jews in this study demonstrate that they are very diverse. both
linguistically and culturally. Members of these two groups come from a wide range of
social and cultural backgrounds. In addition to their professional training. the service
providers use shared language and cultural competence as a means to tap into individual
differences and needs. and provide services accordingly. These tamily service agencies
regularly hold workshops and meetings to educate and sensitize workers to various
dynamics within the communities. Workers are able to share their work experiences and
discuss concerns with colleagues and supervisors. W'e argue that the implementation of
culturally sensitive social services involves a complex process. which cannot be directed
by theory alone. In this process. care providers always double-check to see whether their
understanding of their clients' problems is adequate. and whether the services provided
are appropriate. In other words. culturally sensitive social services are neither static nor
set practice.

Another interesting question explored in this study is whether these ethno-specific

agencies deliver services that differ from mainstream service agencies. namely non ethno-
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specific types. The workers interviewed revealed that the ways in which they deliver
services to the clients are not much different from others. except that they are delivered in
an ethno-specific milieu. This question has been much pondered in particular by Jewish
social work professionals for a long time. In one of the early articles addressing this
question. Cornbach (1966: 213-214) argues. " "What makes Jewish social work Jewish?”
One thing which undoubtedly makes it Jewish is the fact that the group within which it
functions is the Jewish group. Jewish and non-Jewish social-work techniques differ only
slightly.” In other words. the social work technique is not unique. but the context in
which this technique is applied to is. There is no professional Jewish social work or
Chinese social work as such. except in that they tunction in a Chinese or Jewish context.
As discussed throughout the study. techniques used by the workers interviewed varied to
suit the particular needs of clients.

What is the essence of ethnic match. if the technique is not unique? [t seems that
clients who come from cultural and social backgrounds that are very different from those
of the mainstream society. and who have a low proficiency of English or French. need
these types of services the most. The greater the distance between the clients’ social and
cultural backgrounds and the culture of the host society. the higher the demand for
culturally and linguistically sensitive services. Comparatively speaking. members of the
Hassidic communities are a good example of one extreme in the spectrum of cultural and
social differences. These ultra-Orthodox Jews deliberately segregate themselves from the
rest of the society. Most aspects of their lives are distinctly different from those of other
Jews in Montreal. The Orthodox Jews have minimum contact with the outside world.
Even when Jewish workers provide them with services. they have to overcome many
challenges before services can be delivered. It would be extremely difficult. if not
impossible. to find an outsider who is linguistically and culturally competent enough to

offer services to members of these communities. Equally. outsiders would find it
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extremely difficult to build trust with these clients. Ethnic match. in this case matching
Jewish workers with Jewish clients. is the most effective solution.

Some of the immigrants. such as Russian Jews and Chinese who seek help trom
JFS. CFS and TFS. can be placed in the same part of the spectrum as the Hassidic Jews.
The only difference is that. unlike ultra-Orthodox Jews. we see no signs that these
immigrants intend to isolate themselves from the host society. These clients tend to have
a limited ability to communicate in either official language. Their different languages.
value systems and help-seeking patterns. and their lack of understanding of how the host
social system functions become barriers to obtaining equitable social services from the
mainstream society. Moreover. in our case study. both clients and service providers
perceive that mainstream service agencies fail 10 offer equitable. culturally and
linguistically sensitive services to these clients. As a result. turning to ethno-specific
agencies in their own communities for help is the only option.

Well-assimilated Jews form the other extreme of the spectrum in cultural and
social differences. These Canadian-born Jews do not seem to have any problems
obtaining services from the mainstream society. They are able to choose between
services from the mainstream society and those from their community. In fact. some of
the clients interviewed had used services offered by non-Jewish professionals. However.
they feel more connected and comfortable when they seek help from JFS because of their
primordial tie to their own community. As Weinfeld (1999: 140) points out. "Some of
the benefits of ethnic match cannot be replicated simply by training professionals to be
culturally sensitive in general.”

Our study also highlights the notion of sub-ethnic match. It is evident that ethnic
groups are not homogenous. Within an ethnic group there is a wide range of sub-cultures.
with members coming from different regions and social classes. They speak different
dialects and languages. and there are gender and age differences. Sometimes the

personality of a worker may affect the relationship between the service provider and the

182



client. Therefore. a "perfect” ethnic match is extremely difficult to achieve. However.
we argue that perfect ethnic match should not be of great concern. because it tries to
achieve an ideal standard that often cannot be met. even in a relatively homogenous
culture. For example. an older Chinese male client from a lower social class background
in Hong Kong might very well seek help from a younger Chinese temale social worker
from a middle-class background. As seen from many examples discussed in earlier
chapters. the caregivers we interviewed are well aware of differences within cultural
groups. and work to develop different strategies to meet this challenge.

In short. what can we say about ethnic match? Ethnic match is a concept that is
used in a context where minorities seek help from professionals who come from the same
ethnic background. The significance of ethnic match varies with situations. as do the
outcomes with situations. However. regardless of what the outcome of ethnic match is. to
many clients. ethnic match is not an option because they face many barriers when they
seek help from mainstream service agencies. It is the only way in which some clients can
obtain services. and in which their needs can be met. We also find that ethnic match and
ethno-specific organizations are not just an immigrant phenomenon. The case of the
Canadian-born Jews in our study proves that. It is the primordial tie that brings some of
the second and third generations of immigrants back to their communities.

Our findings suggest that these ethno-specific organizations or service agencies
are not a duplicate or parallel service system that threatens the "normal’ operations of the
mainstream service system. as some argue (see Beyene. Butcher. Joe and Richmond.
1996). Our findings also do not concur with the argument that community organizations
inhibit participation in the institutions of the host society (Breton. 1964; Anderson and
Frideres. 1981). First of all. as Rosenberg and Jedwab (1992: 284) argue: "Only when a
group has special needs. such as religious. cultural or linguistic needs: when the group is
excluded from full participation in the agencies offering services: or when there are

significant gaps in the services made available; only then will the community try to
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develop its own organizations to remedy these deficiencies.” Secondly. the workers in
these ethno-specific agencies re-socialize or sensitize new immigrants to familiarize them
with the laws and norms of Canadian society. and help them to build a new life not only
in Quebec society. but in Canadian society in general. The services are helping
immigrants to adapt to their new living environment. Furthermore. these agencies also
play a vital role in helping the mainstream service agencies and other government
departments to have a better understanding of the Chinese and Jewish communities. As a
result. discrimination and prejudice can be minimized. and equitable services can be
provided. These agencies play a role in facilitating participation in the host society rather
than inhibiting it.

This study explores the link between the formation and functioning of ethno-
specific agencies. and the ethnic polity of the community and the larger social
environment. We find that these external and internal factors have a significant impact
on the formation and tunctioning of these ethno-specific agencies. CFS cannot function
as professionally and effectively as JFS in Montreal because the resources of the Chinese
community are rather limited. compared with the Jewish community. Furthermore. the
French-speaking environment creates an additional challenge for CFS and the members
of Montreal's Chinese community. The issue is that CFS is knowledgeable about client
needs. but its limited resources hamper its ability to provide services to meet client needs.
At the same time. these clients have no option to turn elsewhere for help. In other words.
the clients are trapped in the service svstem.

This study has some implications for understanding the social service policy
domain. As other studies (Henry et al.. 2000: 225: Leung. 2000) indicate. ethno-specific
agencies receive very limited support from government and other funding bodies. The
existing funding practice is limited to time-bound projects rather than operational and
long-term funding. However. if equitabie and responsive social services are the right of

Canadians. the government must endorse policies that assist and support these ethno-
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specific agencies. which have been filling service gaps in the mainstream service delivery
svstem. Furthermore. if a muiticultural society is truly endorsed by a federal government
that welcomes immigrants from all over the world. the government cannot ignore the
needs of these immigrants. denying their right to equitable services.

This study also provides an opportunity to explore the link between culturally
sensitive social services. culture and polity. It is evident that the formation and
tfunctioning of the agencies. and of the polities of the communities in which these two
agencies operate. retlect the Chinese and Jewish cultural traditions. Not only that. but the
composition of the boards. the mission statements of the agencies. the dvnamics of the
agencies. the degree to which they represent their communities. and the help-seeking
patterns of community members also share the characteristics of the Chinese and Jewish
cultures. We will briefly summarize some of the key points of these observations. after
which the implications of these findings will be discussed.

The traditional Chinese welfare system has largely depended on mutual help that
is based on the family. Even if Chinese community members seek outside help. the help
tends to come from the clan and the local neighbourhood. This familial-familiar
orientation is the core organization of their welfare system. and indeed their communities.
The Chinese workers observe the same orientation. Many of their clients are not familiar
with social work and counseling. in which the workers are "outsiders”. It is not surprising
1o find that these clients focus on practical reasons for services. This contrasts sharply
with the Jewish clients' help-seeking behavior. which focuses more on primordial ties.
and is linked to a communal concern for cultural survival and continuity.

Some of the challenges that the agencies face reflect community dynamics. One
dvnamic is the issue of the degree to which an agency is representative of the community.
Our findings support the evidence of the existing literature. that new elites in the Chinese
community are often in conflict with older community leaders over leadership and

government funding. We documented the struggle when CFS decided to develop



programs for victims of family violence. Some older community leaders did not favor the
decision. Although conflicts like this do not stop CFS from delving into controversial
service areas. CFS does not receive full support from the community either. Division in
the Montreal Chinese community is also reflected in the composition of the CFS board.
We have no evidence that the board consists of community leaders from the older cohort.
Instead. the recruitment of board members focuses on the kind of human resources that
CFS needs. and board members are appointed accordingly. Non-Chinese are invited also.
It can be said that the CFS board does not fully represent all the interests in the
community. As discussed above. unlike the case of JFS. cultural survival and continuity
of the Chinese community are not emphasized in the CFS mission statement. Instead. the
focus is integration. which is not necessarily an interest shared by some older leaders in
the community.

The nature of the JFS board reflects otherwise. Traditional Jewish culture places
much emphasis on communal representation and maintaining consensus within the
community. Community care existed in the community long before formal social service
agencies were developed. Channels are created for conflict resolution. which ensures that
the community operates well. The representation of the JFS board shows these
characteristics. Our findings suggest that the board represents diverse segments of the
community. It boasts members from the Orthodox community. the Russian-speaking
community. and from different religious denominations. All ages are represented. The
board can ensure that services offered are able to take care of the different needs of the
community. and the services help community members live a Jewish life with dignity.
Thev even help some to die with Jewish dignity. through an indigent burial program.

Community leaders play an important role in a polity. This study indicates that
the two executive directors of JFS and CFS are strong community leaders. but in different
respects. The similarity is that the directors’ decisions on what programs and services

should be offered are highly respected by the boards. However. they are strong in other
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differing areas. The JFS director plays a very active role in the Federation. since JFS is
the primary recipient of funds from the Federation. In addition. her leadership seems to
be confined to social services. Perhaps. as Elazar (1976) argues. the Jewish communal
structure has become increasingly articulated--in other words. the division of labor is
extensive. Even within the Federation. different agencies specialize in different service
areas. JFS is responsible onlyv for tamily services. Therefore. the JFS director is more
focused on her immediate working environment. Other constituencies will take care of
other community concerns.

The role of the CFS director is influential in different ways. We can see that the
recent restructure of the agency suggests that the director will play an even more active
role in the Chinese community and the larger Montreal community. The reason for
creating a mid-level management position. which oversees all the services and programs.
1s to free the director from internal duties. As a result. she is able to devote more of her
energy to external affairs and public relations. As we discussed before. the director can
now concentrate on seeking resources by developing a better link between CFS and both
the Chinese and mainstream communities. The media often identify the director as a
spokesperson for the community. and seek opinions from the director on many issues
concerning the Montreal Chinese community.

What we can conclude from various themes discussed in this study is that
different cultures lead to different structures and functions of an ethnic polity. The very
structure and function of the polity may have long-term consequences for an ethnic
community. Is the Chinese community just an immigrant phenomenon? If social service
agencies fulfill a role in facilitating newcomers' adaptation and integration. what will
happen to the survival of the community. when newcomers stop immigrating to Canada.
and older immigrants and their descents tntegrate well into the mainstream society? In
Toronto. a Portuguese family service agency closed this past summer. for the very reason

that not many Portuguese immigrants come to Canada anymore.
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Will an ethnic polity weaken. if a group's ethnic identity is weak? The Jewish
case in study may offer some answers to this question. Jews have a strong tradition of
communal concern tor cultural survival and continuity. Our study suggests that this
strong tradition help to extend the culture to the descendants of immigrants. However.
we do not know how long this phenomenon will last. One of the most urgent concerns in
the Jewish community is the high rate of assimilation and exogamy. Our study does not
provide firm answers to these questions. [t would require a more extensive comparative
study of different ethnic communities to discover a clearer pattern of polity development.

Although we cannot generalize our case study to other minority communities in
Montreal. our findings may have relevance to them. Other minority members undergo a
very similar service system. and face many similar challenges in the process of seeking
help. Other service agencies may also encounter similar challenges when offering
services. In particular. whether other non-European ethnic communities experience the
same degree of difficulty in adapting to the French-speaking environment remains to be
answered. Furthermore. the extent to which some of the issues discussed in this study are
relevant to other ethnic communities outside Quebec remains to be explored. The
Toronto Chinese community and the case of TFS offer subject matter for students of
ethnic studies. The Chinese in Toronto and Montreal come from very similar cultural
backgrounds. however. the development of the Toronto Chinese community and social
service network is far more advanced than that in Montreal. Do the external factors play
a more important role in shaping a polity than culture. in another social context? To
answer this question. there is a need to further our research to compare our findings with
other ethnic communities in Quebec. as well as those in other provinces.

In conclusion. this comparative study has examined how two ethno-specific
family service agencies deliver culturally and linguistically sensitive social services to
members of their own community in Montreal. We find that this form of ethnic match is

essential to some clients. who have no choice but to turn to these ethno-specific agencies
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for help. The question is whether ethnic match can vield desirable outcomes. Our study
does not provide a definite answer to this question. Desirable outcomes of help-secking
depend on many factors: the nature of the problems. agency resources. the community in
which the agency operates. the larger society in which it is situated. and many other
crucial personal factors such as the personalities of clients and workers. We find that
culture plays a vital role in understanding the complexity of issues in culturally sensitive
social services. which involve a whole set of internal factors related to the community.
and external factors related to the larger society. This study demonstrates the link
between social services. culture. and ethnic polity. Social services play a role in the
formation and functioning of an ethnic polity. We believe that a study of ethnicity and
ethnic identity must include social services in a variety of policy domains. This will shed

light on the dynamic of how a multicultural Canada works.
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