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Background, Research Process & Validation 

This guide is one part of a larger Labour Market Partnership (LMP) project involving six 

regional literacy networks in the Western Region. The overall LMP project is focusing on how 

the literacy networks can further coordinate local services to enhance employment outcomes 

for lower- skilled Ontarians.  

QUILL Learning Network is one of the six literacy networks partnering on the project. Its role 

was to conduct a literature review and research best practices from multi-agency centres in 

other jurisdictions that could be presented to staff of multi-agency centres in Huron-Perth 

counties-all with an eye on how they can achieve effective, efficient and seamless service for 

adult with employment goals who don’t have a grade 12 diploma. 

Sources for this best practice guide were drawn from an extensive online search, using key 

phrases and words related to variation of multi-agency/multi-service good practices (See 

Appendix 1 for literature review template). The search resulted in 107 resources identified that 

could have potential information related to multi-agency best practices. Of those, 43 resources 

were selected for closer examination and contributed to the information contained in this 

guide. Resources included articles, websites, research findings, abstracts, webinars, YouTube 

videos, TedTalk videos, studies, and reports. The majority of the research focused on 

employment and training multi-agency centres, but other models also included those that 

were set up for children services, homeless services, and seniors. From the 43 resources, 12 

emails were sent to organizations requiring further follow up and information. From that, 

three one-on-one phone calls were held with representatives of multi-agency centres and a 

further three people responded with more information and documents in emails. 

The need to look at how agencies, particularly those under the Employment Ontario umbrella, 

can effectively and efficiently work together stems from the emphasis placed on service 

coordination. In the Ontario Ministry of Training, Colleges and Universities’ (MTCU) 2011 

document ‘Supporting Learners Through Service Coordination and Referrals’ 

(http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_Referrals

_Oct_11.pdf) it states that learners are best served when all services and programs work 

seamlessly together. Literacy and Basic Skills (LBS) providers are required to work with other 

organizations to better coordinate non-instructional supports for learners. The report also 

points out that a multi-agency centre addresses two concerns that have long been issues for 

LBS agencies: 

 The types of supports required by learners in the LBS program are broad and include 
financial, health, and social services, as well as academic and employment related 
supports; and, 

 LBS service providers do not provide these supports. 

http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_Referrals_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_Referrals_Oct_11.pdf
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In addition, Project Read Literacy Network’s report ‘Enhancing Pathways: Phase 2’ 

(http://www.enhancingpathways.ca/EP2_report.pdf) cites the Ontario government’s 2012 

Drummond Report recommendation to “streamline and integrate other employment and training 

services within Employment Ontario” as reinforcing the need for service coordination between 

LBS and other programs to more effectively and efficiently identify and serve clients’ needs. 

The Essential Skills Ontario (ESO—formerly Ontario Literacy Coalition) report ‘Approaches to 

Service Coordination’ (http://www.nald.ca/library/research/olc/ 

approaches_service_coordination/approaches_service_coordination.pdf) points out that as 

institutions and organizations have become more specialized, it has been necessary to consider 

how different agencies might work together.  In Employment Ontario, whether as separate 

departments of the same organization or as distinct agencies, the funding streams remain 

separate. As well, the report points out that there are a variety of other programs which may 

provide support to literacy learners or potential literacy learners such as: 

 English as a Second Language  

 Credit programs/post-secondary training 

 Mental Health supports  

 Income supports (i.e. Ontario Works) 

There is still growing realization that agencies housed in one location contribute to greater 

success for clients, especially when training and employment programs can be linked. In some 

US States the government has created ‘Career Pathway Bridge Programs’ which provide a 

combination of academic and occupational instruction, career guidance, and support services, 

as an intervention intended to improve college and career readiness for such adults. In the 

2011 report  ‘Promoting College and Career Readiness: Bridge Programs for Low-Skill Adults’ 

(http://www2.ed.gov/about/offices/list/ovae/pi/cclo/brief-1-bridge-programs.pdf  for the 

U.S. Department of Education  Office of Vocational and Adult Education it states that ‘one-

stop career centres’ have evolved across the US to address the problems of  fragmentation, lack 

of collaboration, limited resources, and duplication of employment and related social services. 

These centres are viewed not in terms of the program priorities of the individual partners, 

which vary in terms of target populations and available services, but rather in terms of the 

needs of the customers as the starting point. The report goes on to say that this has resulted in 

a common vision that has provided  

 a collaborative environment for services 

 significant savings realized in training, marketing, and program resources 

 a unified voice presented to clients and the business communities 

 clients reporting ease of access to appropriate services and ease of referral  

http://www.enhancingpathways.ca/EP2_report.pdf
http://www.nald.ca/library/research/olc/%20approaches_service_coordination/approaches_service_coordination.pdf
http://www.nald.ca/library/research/olc/%20approaches_service_coordination/approaches_service_coordination.pdf
http://www2.ed.gov/about/offices/list/ovae/pi/cclo/brief-1-bridge-programs.pdf
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Further supporting the model of multi-agency centres as an effective approach to service 

coordination is Literacy Link South Central’s (LLSC) 2010 Literacy and Employment 

Integrated Service Plan, developed as part of a partnership project with the local Employment 

Sector Council (http://www.llsc.on.ca/) The plan proposed four models to support more 

integrated service delivery, one of which was co-location of literacy and employment 

programs.  

Lastly, a means of further validation of the positive impact multi-agency centres can have, 

Essential Skills Ontario’s  ‘Clearer Sightlines to Employment’ report  

(http://www.nald.ca/library/research/eso/clearer_sightlines/clearer_sightlines.pdf) cites 

that in programs where students receive wrap-around supports the impact includes 

accelerated delivery times, higher program completion, improved program persistence, and 

support to students in other life areas. 

This guide is meant to be a reference for, and provide direction to, agencies already located 

within multi-agency centres or beginning the process of developing a multi-agency centre. 

While it has been written for the employment and training sectors, the best practices are 

applicable to a range of centres with a variety of services. In addition to the best practices 

listed, the guide touches on the impacts and challenges involved in co-location and provides 

several examples and models of successful multi-agency centres in different jurisdictions. 

  

http://www.llsc.on.ca/
http://www.nald.ca/library/research/eso/clearer_sightlines/clearer_sightlines.pdf
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The Impact of Multi-Agency Centres 

An in depth literature review of multi-agency centres in the United Kingdom resulted in the 

2007 report for the CFBT Education Trust called “Multi-Agency Working and Its Implication for 

Practice: A Review of the Literature”(http://www.cfbt.com/ 

evidenceforeducation/pdf/Multiagencyworking.pdf).  It closely examined almost 80 resources 

related to multi-agency centres and found that the greatest impact of multi-agency centres was 

on staff of the agencies. It concluded that more research was needed on the impact on clients 

and the agencies themselves. It identified some impacts, almost all of which are positive, as 

shown in the chart below from that report. 
 

Impacts on Professionals 

Personal well-being  Professionals found multi-agency working to be rewarding, 
stimulating and enjoyable  

 Increased job satisfaction  

 Opportunities for creativity and autonomy 

 Increased professional confidence  
Professional development  Increased knowledge and understanding of the roles of other 

agencies  

 Increased knowledge and understanding of cross-disciplinary 
issues  

 Changed professional understanding and practice  

 Expansion of roles and the development of new ones  

Professional identities  Increased accountability  

 Confusion over roles and professional identities  

 Questioning of individual roles  

 Uncertainty over professional status  
Working practices  Improved communication between agencies/services  

 Improved interaction amongst professionals  

 Increased accessibility of other agencies  

 Improved accessibility to information from other agencies  

 Greater opportunities for information sharing and problem 
solving  

Impact on Service Users 

Improved services for service users  Easier/quicker access to services  

 Referral to appropriate agencies/services  

 Increased focus on prevention/early intervention and reduced 
need to access specialist services  

 Reduced stigma attached to accessing services 

Improved lives  Improved support for service users 

 Improved educational attainment  

Impacts on Agencies/Services 

  More positive inter-agency relationships 

 Improved communication between agencies  

http://www.cfbt.com/%20evidenceforeducation/pdf/Multiagencyworking.pdf
http://www.cfbt.com/%20evidenceforeducation/pdf/Multiagencyworking.pdf
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Best Practices for Multi-Agency Centres 

Based on the research and literature review, the following best practice categories have been 

developed for consideration by multi-agency centres that work with adults who have 

employment goals but do not have a Grade 12 diploma. All the resources reviewed for the 

research are including on Appendix 1 Handout, but in some cases, specific links are embedded 

directly into the information below. 

1. Ensure the appropriate agencies are co-located that match with the needs of the users.  

2. Implement effective planning and organization strategies for the centre as a whole. 

3. Look for ways resources can be shared and/or pooled amongst all the agencies. 

4. Ensure there is ease of accessibility of services. 

5. Secure commitments from partnering agencies. 

6. Have clear understanding of roles and responsibilities amongst partner agencies and 

their staff. 

7. Encourage communication and information sharing amongst agencies.  

8. Collaborate on activities and ventures when feasible and appropriate. 

9. Ensure there is a link to employers and/or employment opportunities. 

10. Implement protocols that enhance referrals and information exchange about shared 

clients. 

 

1. Ensure the appropriate agencies are co-located that match with the needs of the users.  

 Ensure there is a cross section of agencies within the centre that provide employment, 

education, and home/life supports. The Ministry of Training, Colleges and Universities’ 

(MTCU) document ‘Supporting Learners Through Service Coordination and Referrals’ 

(http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_R

eferrals_Oct_11.pdf) lists the following five main categories of supports that are 

important for learner success: 

o Financial/Material—income support, transportation, childcare 

o Academic—assessment, programming, mentoring 

o Employment—job search, work experience, job coaching 

o Social services—housing, legal, personal/family counselling, life skills 

o Health—mental health, addiction, food/nutrition. 

 Attempt to have common ‘next step’ agencies as tenants in the centre. Next step 

agencies can be employment services but they can also be further training programs 

such as credit, GED or college. In Project READ Literacy Network’s ‘Enhancing 

Pathways: Phase 2’ report (http://www.enhancingpathways.ca/EP2_report.pdf) it 

http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_Referrals_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_Referrals_Oct_11.pdf
http://www.enhancingpathways.ca/EP2_report.pdf
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found that both ESL and LBS learners placed a high priority on a next-step process that 

focused on a personal involvement with the next step program. This could include an 

opportunity to meet with program staff, visit the actual agency site, or hear from other 

learners/clients in the next step program. 

 Ensure agencies in the centre are diverse and inclusive and reflect the population and 

culture of the community. 

 If there aren’t onsite agencies that deliver life skills and counselling, pool agency 

resources and offer workshops on a regular basis for all clients on topics such as time 

management, organizational skills, customer service, etc. 

 Continue to evaluate the needs of clients and the services they need and invite new 

agencies to be part of the centre if they can meet those needs. This recruitment process 

can be enhanced through the development of a promotional resource that outlines the 

benefits of partnerships.  

 Evaluate partnerships that may not be working and don’t fit with the philosophy of the 

centre. Project READ Literacy Network’s ‘Enhancing Pathways: Phase 2’ report 

(http://www.enhancingpathways.ca/EP2_report.pdf) notes it does not always make 

practical sense to coordinate services when the whole would not be greater than the sum 

of its parts. A good rule of thumb, it states, is that you should not force service 

coordination to happen if greater or more efficient client outcomes are not a possibility. 

 

2. Implement effective planning and organization strategies for the centre as a whole. 

 Consult service users on their needs, issues, and priorities. This could be done through 

the use of a Client Satisfaction Survey similar to the one that is used by the 

Peterborough Community Help Centre to regularly assess what services are working 

well and where improvement is needed. See 

http://www.percresources.ca/PERC_Client_Survey.htm.  

 Develop a clearly defined structure/model to explain the multi-agency operation and 

make this available to service users  

 Hold regular meetings and/or training opportunities for all agency staff to develop 

common ways of working and strategic plans for future collaborations 

 Establish working committees  to implement strategic plans into action and select 

representation to ensure equal representation  

 Deliver any new functions identified by users and/or agencies through existing 

agencies wherever possible  

 Organize and host training to those inexperienced in multi-agency work  

http://www.enhancingpathways.ca/EP2_report.pdf
http://www.percresources.ca/PERC_Client_Survey.htm
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3. Look for ways resources can be shared and/or pooled amongst all the agencies. 

 Pool budgets or joint funding amongst agencies when feasible to offer joint 

programming, purchase resources, or cover activity costs. 

 Seek out alternative sources of funding that can fund multi-agency centre activity and 

development. 

 Avoid asking staff at agencies to be involved in multi-agency work (i.e. sitting on a 

planning committee, organizing a multi-agency outreach event) without providing 

additional funding or incentives to them (this work should not be considered part of 

their job of working at the individual agency)  

 Act as an advocate for increased and/or sustained funding of the partner agencies 

(write letters of support, etc.) 

 Where funding or other resources are shared have clearly written agreements in place. 

 Encourage recognition by managers/executive directors at each agency about the 

importance of shared resources and the need to act as champions for funding for all 

agencies. 

 

4. Ensure there is ease of accessibility of services. 

 Make sure the centre is physically and geographically accessible to users. The Alberta-

based report ‘Creating a Rural Literacy Centre’ (http://www.nald.ca/library/learning/ 

ruralitc/ruralitc.pdf ) listed the following as desirable traits for a multi-agency centre: 

o Wheelchair accessibility 

o Centrally located within a community with the largest population base within 

the county 

o Located in convenient location within the town, i.e. on a bus route 

o Close proximity to other related agencies that might not be co-located but can 

still help for ease in referring 

o Be located in a safe environment 

o Have internal space to accommodate several computers, a group desk, a 

partitioned area for assessment or one-on-one work, and a small library, 

reception area, etc. 

 Enhance ‘bricks and mortar’ centres with virtual and portable sites. The JobAccess 

Programme in Australia (www.jobaccess.gov.au) provides a one-stop online shop for 

all matters related to the employment of people with disabilities. The website has 700 

pages of content that provides information on the full range of employment services 

available, including step-by-step guides for recruitment and job search, an online 

http://www.nald.ca/library/learning/%20ruralitc/ruralitc.pdf
http://www.nald.ca/library/learning/%20ruralitc/ruralitc.pdf
http://www.jobaccess.gov.au/
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database of workplace adjustments and solutions, information on rights and 

responsibilities, statistics, and case studies. The Peterborough Community Help Centre 

(www.percresources.ca) takes its model on the road weekly with mini service available 

in outlying communities through libraries. 

 Develop a customer service charter for the centre that speaks to accessibility and 

soliciting feedback. An example can be found through the Windsor Unemployed Help 

Centre website at http://www.uhc.ca/servicecharter.html 

 

5. Secure commitments from partnering agencies. 

 Develop a mission statement for the multi-agency centre that outlines the collective 

beliefs and values of the centre. Sample mission statements include: 

o To increase the ability of people to care for one another through the combined 

efforts of volunteers and service providers, and to be an effective catalyst in a 

community-wide effort to provide quality of life for all.  

o To creatively meet the needs of a population at risk, we build trust, which is 

the doorway to hope and transformation. 

o To create a centrally located accessible and sustainable learning centre that will 

increase and encourage participation by learners, volunteers, and community 

agencies in the learning process. 

o To establish a solid community infrastructure, leading to a seamless network of 

employment services which responds to the needs of residents in this 

community. 

 Create a formal partnership agreement amongst all agencies in the centre that describes 

the common vision of the centres. A sample memorandum of understanding can be 

found on page 66 of the documents found at 

http://www.cssp.org/community/constituents-co-invested-in-change/community-

decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-

Using-Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-

Families.pdf  

 Create common principles of partnership and have everyone sign off. Examples could 

include: 

o Agencies will work in partnership without self-interest or competition 

o Agencies will avoid duplication in services 

o Agencies will partner in marketing services so the community has clarity on 

who does what 

http://www.percresources.ca/
http://www.uhc.ca/servicecharter.html
http://www.cssp.org/community/constituents-co-invested-in-change/community-decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-Using-Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-Families.pdf
http://www.cssp.org/community/constituents-co-invested-in-change/community-decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-Using-Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-Families.pdf
http://www.cssp.org/community/constituents-co-invested-in-change/community-decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-Using-Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-Families.pdf
http://www.cssp.org/community/constituents-co-invested-in-change/community-decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-Using-Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-Families.pdf
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 Develop confidentiality and release of information forms. Samples of two Release of 

Information forms from PortCares and Tillsonburg & District Multi-Service Centre are 

attached as handouts to this guide. 

 

6. Have clear understanding of roles and responsibilities amongst partner agencies and 

their staff. 

 Develop client profiles. A standard ‘who is our client’ can help with internal referrals 

and provide a greater understanding of who each agency serves.  

 Hold multi-agency information sharing days where all staff can be oriented to the 

different agencies. Consider implementing policies such as the one in place at the 

Tillsonburg & District Multi-Service Centre (http://www.multiservicecentre.com)   

where new staff receive orientation as follows: 

o Philosophy of the Multi-Service Centre -- mission, vision, values, belief 

o Structure and function of the board and committees 

o Staff structure and functions  

o Program, department and service information 

o Goals and objectives of the organization  

o A tour of all facilities as required 

o A review and explanation of relationships with the community and other 

service providing agencies 

o How to access needed resources and information  

o The attendance expectations regarding staff general team meetings 

o An introduction to current staff 

o An assignment of an orientation buddy and an explanation as to the purpose 

and expectations of this person 

o A review of building and equipment and privacy practices 

 Take time to learn and understand each agency’s mission, priorities and technical 

language. 

 Agency staff are given time together to foster mutual understanding and informed 

dialogue. This can be through interagency training, presentations, agency tours, or 

‘shadow’ visits. 

 

7. Encourage communication and information sharing amongst agencies. 

  Have a calendar that lists all agencies’ information (workshops, special events, course 

start dates, etc.) displayed in a common area of the agency and on websites 

http://www.multiservicecentre.com/
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 Develop an interagency staff skills and expertise database  

 Set up an interagency centre committee where problems, complaints and other issues 

are brought and discussed for resolution   

 Create transparent lines of communication through the development of 

communication protocols  

 Encourage face-to-face meetings and a mix of formal and informal modes of 

communication  

 Ensure that all agency staff understand all terms or acronyms from within agencies and 

provide definitions of the most common terms  

 

8. Collaborate on activities and ventures when feasible and appropriate. 

 Develop one website for the centre that can be linked to individual agency websites or 

serve as a multi-agency website for everyone. 

 Produce a multi-agency directory that lists all agencies and provides contact 

information and description of services. (This can be print-based and/or online) 

 Develop and distribute a joint newsletter that combines updates and news from all 

agencies in the centres. A sample of one US centre’s newsletter can be viewed at  

http://www.multi-servicecenter.com/media/client-stories/  

 Promote cross-training opportunities to clients at all agencies. Whether it is technical 

training such as a computer course or job-specific training such as SmartServe, consider 

a centre-wide policy that states a designated number of seats are reserved for clients at 

other agencies. 

 Adopt an inclusive approach to marketing all agencies within the centre. This can be 

reflected in marketing materials and advertising but also at networking opportunities 

where one agency represents several or all.   

 Consult with other agencies in the centre when developing curriculum, training 

programs or learning activities. For example, employment tasks developed at an LBS 

program could be reviewed by employment service agency staff. 

 

9. Ensure there is a link to employers and/or employment opportunities. 

 Ensure employers are involved with the centre. This could be as simple as having them 

post job vacancies on a job board or website or by providing job placements to clients. 

http://www.multi-servicecenter.com/media/client-stories/
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The ‘One Stop Shops’ throughout the United Kingdom 

(http://www.onestopemploymentshop.co.uk/client/assets/media/pdfs/Trustees_Re

port_11.pdf) develop relationships with local businesses, offering a range of supports 

including free vacancy advertising and free use of the facilities in the office. This means 

that employers have access to a pool of job-ready potential employees in one place, and 

also that the clients are informed of local vacancies as soon as they become available.  

 Involve employers in the development of curriculum. ESO’s  ‘Clearer Sightlines to 

Employment Report’ http://www.nald.ca/library/research/eso/clearer_sightlines/ 

clearer_sightlines.pdf  talks about places in the United States and the United Kingdom 

that are bringing industry together with basic skills providers, training agencies and 

community colleges to co-design training for lower-skilled individuals who have less 

than high school attainment. These types of programs are purposefully designed 

around talent gaps in the community and the skill requirements of industries. 

 Don’t lose sight of the fact that all the agencies within the centre are employers. Look 

for opportunities at the agencies where clients can get on-site, hands-on occupational 

training through ‘co-op-type’ placements, internships, job shadowing days, or 

volunteer work. 

 Consider establishing client-run businesses and work sites within the centre. The 

Washington Multi-Service Centre (http://www.multi-servicecenter.com/about-

us/mission-vision ) partnered with its local Goodwill to create an onsite construction 

laboratory and a program called YouthBuild. Clients learn to use power tools, read 

blueprints, make precision measurements, apply roofing, and install windows and 

doors. They start out working on models in the construction laboratory and eventually 

put those skills to use on a real worksite. Along the way, they are taught leadership 

skills, conflict management, time management, presentation skills, business writing, 

and resume development. The Preparatory Training Program (PTP) in Toronto 

(www.ptp.ca) has in-house businesses such as snack shops that are student-run. A one-

hour webinar featuring Barb McFater called ‘Social Entrepreneurship in Adult 

Learning can be accessed at 

https://centreforliteracy.adobeconnect.com/_a1111454664/p3njqeilim9/?launcher=fal

se&fcsContent=true&pbMode=normal 

 Offer services to employers. Both the Peterborough Community Help Centre 

(www.percresources.ca)   and the Unemployed Help Centre in Windsor (www.uhc.ca) 

help employers with their hiring needs and make other connections to employers 

through offering workshops, job bank listings, closure assistance,  job matching, 

placements, incentives, and apprenticeship information. 

http://www.onestopemploymentshop.co.uk/client/assets/media/pdfs/Trustees_Report_11.pdf
http://www.onestopemploymentshop.co.uk/client/assets/media/pdfs/Trustees_Report_11.pdf
http://www.nald.ca/library/research/eso/clearer_sightlines/%20clearer_sightlines.pdf
http://www.nald.ca/library/research/eso/clearer_sightlines/%20clearer_sightlines.pdf
http://www.multi-servicecenter.com/about-us/mission-vision
http://www.multi-servicecenter.com/about-us/mission-vision
http://www.ptp.ca/
https://centreforliteracy.adobeconnect.com/_a1111454664/p3njqeilim9/?launcher=false&fcsContent=true&pbMode=normal
https://centreforliteracy.adobeconnect.com/_a1111454664/p3njqeilim9/?launcher=false&fcsContent=true&pbMode=normal
http://www.percresources.ca/
http://www.uhc.ca/
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 Keep in mind ‘one-off’ employer organizations that could be a good fit for a multi-

agency centre. Agencies such as such as workforce planning boards, chambers of 

commerce, and community economic development agencies can be good sources of 

employer and labour market information. 

 

10. Implement protocols that enhance referrals and information exchange about shared 

clients. 

 Consider an inter-agency case management approach for when clients are accessing 

more than one agency at a time. Such is the case at the Work BC (www.workbc.ca) 

program where clients potentially needing case management services are identified at 

reception during their initial visit, or while accessing the self-serve resource area, and 

are offered formal needs assessments to determine their employment needs and 

readiness and confirm the need for case management. In this case management model, 

supports that are needed are clearly identified as well as who will provide them. 

 Develop a checklist of all agencies involved with the same client.  

 Implement common assessment and referral protocols amongst all the agencies in a 

centre. Many states in the U.S. and many communities in the U.K. have mandated 

common assessment and referral protocols as part of their overall systems of ensuring 

that literacy learners are treated similarly across their systems. In ESO’s report 

Approaches to Service Coordination’ (http://www.nald.ca/library/research/olc/ 

approaches_service_coordination/approaches_service_coordination.pdf)  it says the 

benefits of this sort of cooperation address the issue that each individual agency cannot 

have the capacity to be experts, for example, in the assessment of learners with special 

needs. Therefore, vesting these functions in an “interagency” form is thought by some 

to allow individual agencies to focus on developing excellence in their programming.   

 Consider an inter-agency data management system. In the US-based report ‘Data in 

Multi-Agency Collaborations: Guiding Performance to Ensure Accountability and 

Improvements’ (http://www.childtrends.org/Files/Child_Trends-2012_02_23_FR 

_UsingData.pdf) it states such systems have the potential to greatly improve the 

effectiveness of services being delivered in multi-agency centres. ESO’s ‘Approaches to 

Service Coordination’ report 

http://www.nald.ca/library/research/olc/approaches_service_coordination/approac

hes_service_coordination.pdf recommends development of a community‐wide 

approach to data analysis. The purpose of this includes projecting demand for different 

services and supports, determining who is successful and who has not been not been 

successful, and factors which include the supports they have received and the 

http://www.workbc.ca/
http://www.nald.ca/library/research/olc/%20approaches_service_coordination/approaches_service_coordination.pdf
http://www.nald.ca/library/research/olc/%20approaches_service_coordination/approaches_service_coordination.pdf
http://www.childtrends.org/Files/Child_Trends-2012_02_23_FR%20_UsingData.pdf
http://www.childtrends.org/Files/Child_Trends-2012_02_23_FR%20_UsingData.pdf
http://www.nald.ca/library/research/olc/approaches_service_coordination/approaches_service_coordination.pdf
http://www.nald.ca/library/research/olc/approaches_service_coordination/approaches_service_coordination.pdf
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effectiveness of delivery. This data, the report states, when taken together, is as crucial 

for program planning and service coordination as it is for accountability and program 

improvement. 

Challenges Faced by Multi-Agency Centres: 

For the most part, research shows that there are many benefits to agency co-location, 

particularly when the best practices listed in this guide are implemented. The impacts noted 

on page 4 are almost all positive, but there can be some challenges. In The Benefits and 

Challenges of Collaborative Multi-Agency Working’ report (http://www.sagepub.com/upm-

data/25241_02_Cheminais_Ch_02.pdf  the following challenges are identified: 

 Funding concerns in relation to sustainability. For example, conflicts over funding 

within and between different agencies and a general lack of funding for the multi-

agency centre 

 Ensuring clear routes for two-way communication in order to exchange information 

and improve joined-up co-ordinated working 

 Adapting to working in a new and different context 

 Competing priorities placing multiple demands and expectations on agencies  

 The management of different professional and multi-agency service cultures. For 

example, staff recruitment and retention, disparities in status, pay, conditions of service, 

working hours and working conditions. 

 Understanding each other’s professional language and protocols 

 Territorial issues – overcoming the reluctance to share equipment and facilities, 

professional jealousy and inter-agency mistrust 

 Preventing too much ‘referring on’ or ‘passing the buck’ from becoming too regular an 

approach being adopted to give the illusion of effective action having been taken 

 Finding mutually convenient times for managers and practitioners to meet 

 Additional stress and pressures arising from unsuccessful or disappointing attempts at 

multi-agency partnership having an adverse effect on staff morale and turnover 

 The assumption that multi-agency partnerships must be adopted at all times, even 

when it may be inappropriate in some instances. Lack of coherence in the aims, 

intentions and joined-up thinking between different agencies, resulting in role overlap 

or duplication of services.  

http://www.sagepub.com/upm-data/25241_02_Cheminais_Ch_02.pdf
http://www.sagepub.com/upm-data/25241_02_Cheminais_Ch_02.pdf
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Different Models of Multi-Agency Centres 

Multi-agency centres researched for this guide varied in their structure and governance 

models. For the most part, centres reflect one of the following models: 

 One centre with various agencies co-located within it, all overseen by a governing, non-

profit organization 

 Single-service or multi-service agencies co-located in a centre with other agencies 

 One multi-service agency that provides an array of services and programs from one 

funder or multiple funders under the direction of one governing body 

Interviews were conducted with staff from the three agencies below and while they each differ 

slightly in their structure there is agreement that the key best practices that allow them to be 

successful include: 

1. Having the appropriate agencies co-located and/or integrated that match with the 

needs of clients.  

2. Exploring ways resources can be shared and/or pooled amongst all the agencies. 

3. Encouraging communication and information sharing amongst agencies.  

4. Ensuring there is a link to employers and/or employment opportunities. 

 

1. Port Cares, Port Colborne Ontario http://portcares.on.ca/  

This centre originally started as a literacy program for women over 25 years ago and is now a 

multi-agency site with two locations in the Niagara Region. There are programs within the 

centre that operate under the Employment Ontario umbrella, United Way and the Region of 

Niagara. This is an example of one centre with various agencies co-located within it, all 

overseen by a governing, non-profit organization called PortCares.  

Some of the many agencies offering services within the centre include: 

 The Learning Centre (LBS) 

 Niagara College 

 Niagara District School Board 

 Ontario Works 

 Service Canada 

 Ontario Early Years 

 Niagara Youth Justice 

 Transitional Housing 

 Reach Out Food Centre 

http://portcares.on.ca/
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There are approximately 18,000 people in the Port Colborne area and it has the second highest 

population of people who don’t have a Grade 12 diploma in the province. The centre is 

overseen by the Port Cares Board of Directors and a management team with representatives 

from some of the different agencies. There is a main reception area and a centralized intake 

that includes an initial screening of barriers to determine the services a client might need. It 

has internally-used confidentiality agreements but there is no formal case management system 

in place. Monthly staff meetings keep people abreast of changes and updates to programs. 

There are some challenges with a centre that has so many agencies onsite, usually to do with 

communication breakdowns but all agencies make a concerted effort to stay informed about 

each agency. The advantage is that if a client has any barriers or challenges there is very likely 

to be a program onsite that can help. 

 

2. Tillsonburg & District Multi-Service Agency (TDMSA)  

http://www.multiservicecentre.com/ 

This multi-service agency started in 1978 and evolved based on community needs to an agency 

today that offers Employment Ontario’s LBS and Employment Services, as well as home 

supports such as Meals on Wheels, transportation and assisted living, and income supports 

such as Ontario Works.   

Within TDMSA there are standard confidentiality agreements in place when agencies have 

common clients but there are no formal documents or referral protocols. However, it is 

documented within agency case notes and with the EOIS/CaMS database when a client is 

accessing more than one service in the agency. There are also monthly staff meetings where 

agency info and common clients may be discussed. There is a central reception area and new 

agency staff receive orientation to all the services.  

What makes the TDMSA unique is that while it is a multi-service agency overseeing various 

programs with different funders; it is also co-located in a building called the Livingston Centre 

(http://www.thelivingstoncentre.com/) with several other agencies such as Fanshawe 

College, Thames Valley District School Board, Community Living and Service Canada. There 

are other associated agencies that rent space as needed in The Livingston Centre such as credit 

counselling, a legal clinic, family services, and public health that access space as needed. The 

Livingston Centre is governed by a Board of Directors and has its own staff.  

One of the benefits to this type of centre is the availability of all the staff in one building is 

valuable to clients. Staff are also able to direct clients to services at the other agencies ‘just in 

time’ when situations arise rather than having to direct them to an external agency where they 

might never show up. 

http://www.multiservicecentre.com/
http://www.thelivingstoncentre.com/
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3. John Howard Society, Ottawa http://ottawa.johnhoward.ca/  

This agency is an example of one multi-service agency that provides an array of services and 

programs from multiple funders under the direction of one Executive Director and Board of 

Directors. There are department heads from each of the various programs such as: 

 LBS and other EO training programs (i.e. ACE) 

 Employment Services 

 Adult Justice 

 Child and Youth 

Personal life management programs and services are also offered related to housing, 

addiction, anger management, etc. There are no common referral forms or policies related to 

sharing and referring clients but good communication amongst all staff and a strong 

knowledge of what everyone does equals good service to the clients. One benefit to having all 

programs and funds administered by one agency and board means that funding from one 

source can be used to leverage other programs when needed. A big advantage of being under 

the umbrella of the other programs to the LBS program is it rarely needs to do any external 

outreach and marketing. The program has grown over the years and almost all the LBS 

learners are a result on in-house referrals.  

The following multi-agency centres were identified through the online research. There is a 

brief overview included about how each centre operates but more information can be accessed 

through their websites which are listed. 

1. Multi-Service Center in Washington State, US   

http://www.multi-servicecenter.com/about-us/how-we-help/  

This centre offers integrated support and resources that help individuals and families move 

from crisis and poverty to greater self-sufficiency. Their vision was a one-stop umbrella 

organization that would house multiple services in one place. Fueled by a grant from the 

Seattle King County Economic Opportunity Board they formed the South King County Multi-

Service Center (now called Multi-Service Center), which opened its doors in August 1971 to 

low-income families. Today, individual agencies offer the following services under one roof: 

Stabilized housing Food bank Financial management 

Education programs Clothing bank Youth services 

Employment assistance Energy assistance Employer services 

Advocacy for Residents of 
Long-Term Care Facilities 

Employment training 
(through paid internships) 

 

 

http://ottawa.johnhoward.ca/
http://www.multi-servicecenter.com/about-us/how-we-help/
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2. Athens Resource Center for the Homeless (ARCH), Georgia, US 

http://athensresourcecenter.org/about/ 

This is a non-profit centre that has various agencies affiliated with supports for homeless 

people and families within its centre. Each agency has one board member and one vote. It is in 

the process of creating bylaws that define how they make decisions, rules of board 

membership, officers, etc. and also plan to create a release of information that clients will sign 

that allows all agencies to communicate with each other, identifying specifically what 

information can be shared.  

3. Maryland One Stop Career Centres http://www.dllr.state.md.us/county  

Located throughout Maryland, US, to serve businesses and job seekers, these centres provide a 

full range of assistance at no charge. The centers are staffed with qualified professionals who 

assist with training referrals, career counseling, job listings and other employment-related 

services. Clients have access to computers, phones, photocopiers and fax machines to aid their 

job search. A 6-minute video ‘Moving Maryland Forward: We’re In This Together’ shows how 

it works at Maryland One Stop Career Centres and can be viewed at 

http://www.youtube.com/watch?v=1aUGAqfBGoM&feature=player_embedded 

4. The Peterborough Community Help Centre www.percresources.ca  

This is a self-help centre that provides resource materials, equipment and professional 

assistance from qualified staff to individuals conducting a self-directed job search, or working 

on health, housing, school or training activities. All of the services are provided at no cost to 

any member of the community. Agencies located within the centre include Canadian Mental 

Health Association, Literacy Ontario Central South (LOCS), CNIB, Community Living, 

Northern Lights employment services, and ESL programs. 

5. The Unemployed Help Centre Windsor http://www.uhc.ca/aboutus.html 

This is a non-profit charitable organization with a board of directors that operates all EO 

programs under one roof. It’s very seamless in that when someone goes to the website it lists 

all the programs (i.e. LBS, GED, Second Career) with no other agency names affiliated with 

them so clients are getting the skills and training they need without really knowing what 

specific program is offering it to them. These include, but are not exclusive to, employment/ 

educational/career counselling, effective job search techniques, resumes and cover letters,  

pre-employment training programs, on-the-job training programs, literacy, and a resource 

centre for self-conducted job searching.  

 

http://athensresourcecenter.org/about/
http://www.dllr.state.md.us/county
http://www.youtube.com/watch?v=1aUGAqfBGoM&feature=player_embedded
http://www.percresources.ca/
http://www.uhc.ca/aboutus.html
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6. The Training Group at Douglas College, BC   

http://www.douglas.bc.ca/training-community-education.html  

This recently opened centre allows people to access all government employment services 

under one roof. It brings together case management, job search, income assistance, self-

employment, essential skills and other programs formerly spread throughout the community 

and delivered by numerous B.C. agencies. 

7. South Essex Community Council (SECC), Leamington http://www.secc.on.ca/  

This agency is located in a mall setting that also houses the Greater Essex District School 

Board, Health Unit, Ontario Works, Service Canada, CMHA and a number of other services 

that rent space on certain days (i.e. Hiatus House from Windsor, Alzheimer’s Society support 

group). 

Some of the services provided by the SECC are: 

 Employment Ontario employment services  

 LBS 

 Summer Job Services 

 Immigrant and Settlement services  

 LINC (Language Instruction for Newcomers to Canada 

 CAP program ( free computer instruction in computer lab)  

 Community Home Support Services such as Meals on Wheels,  Erie Shore Transit, 

Adult Day Away program for seniors, foot care clinic, home maintenance program for 

seniors and security check program for seniors 

The agency has funding from various sources and also fundraises extensively. The area has a 

large population with less than high school education.  There is agricultural work available 

(greenhouses, farms etc.) and that draws many people as they can sometimes get this work 

without a higher education.   

  

http://www.douglas.bc.ca/training-community-education.html
http://www.douglas.bc.ca/training-community-education.html
http://www.secc.on.ca/


20 
 

Conclusion 

This guide and the corresponding handouts are meant to complement discussions facilitated 

by QUILL Learning Network for staff of agencies located in multi-agency centres. For multi-

agency centres to be successful they should set aside time on a regular basis to review the best 

practices in this guide as well as others that have been developed through their own planning 

process. 

Ongoing evaluation of programs and services is a key part of the overall success of any centre. 

Whether an agency is simply co-located within a centre or whether it is part of a larger 

coalition offering a spectrum of services, communication amongst all the agencies is important. 

This guide can be a starting point to bringing agencies together to discuss common interests 

and challenges, identify gaps and duplications in services, evaluate and implement best 

practices, and design a plan that provides the most effective, efficient and seamless service for 

clients. 

For more information about the training, this resource or how you can add to the best practices 

identified in this guide contact Debera Flynn at QUILL Learning Network 

execdir.quill@gmail.com. 

 

mailto:execdir.quill@gmail.com


Handout 1 

Sample Mission Statements for Multi-Agency Centres 

◦ To increase the ability of people to care for one another through the combined 
efforts of volunteers and service providers, and to be an effective catalyst in a 
community-wide effort to provide a quality of life for all.  

◦ To creatively meet the needs of a population at risk, we build trust, which is 

the doorway to hope and transformation. 

◦ To create a centrally located accessible and sustainable learning centre that 

will increase and encourage participation by learners, volunteers, and 

community agencies in the learning process. 

◦ To establish a solid community infrastructure, leading to a seamless network 

of employment services which responds to the needs of residents in this 

community. 

Common principles of partnership 

◦ Agencies will work in partnership without self-interest or competition 

◦ Agencies will avoid duplication in services 

◦ Agencies will partner in marketing services so the community has clarity on 

who does what 

 



Handout 2—General Framework Model 
 

The ‘General Framework Model’ is an approach to serving clients that has been implemented 

at The Murphy Centre in Newfoundland-Labrador 

(http://www.murphycentre.ca/model.html#about).  It utilizes an integrated and holistic 

approach to assist participants in achieving education, career and life goals. In this model the 

participant is at the center.  

The client is the motivation and inspiration of all that takes place at The Murphy Centre. 

People that support the delivery of services surround the participant are in the inner circle and 

the outer circle displays the specific service areas.  With the participant at the centre, staff work 

with them through one- on-one interaction and through the delivery of a number of programs 

and services designed to best meet their needs and assist them in overcoming personal 

barriers.  

The Inner Circle includes four groups who play a significant role in supporting the participant, 

the organization and the program needs of The Murphy Centre. While each of these groups 

has a distinct role, they mutually depend on each other. The Outer Circle or Wheel contains 

eight different services that are available to participants. Each service wheel contains a number 

of different components. These eight service wheels work together in an effort to provide an 

integrated and holistic approach in meeting the individual needs of each participant. 

 

javascript:window.open('model.html','','scrollbars=yes,%20titlebar=no,%20width=750,%20height=600');%20void('');
http://www.murphycentre.ca/model.html#about


Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

 
Click on a job title to see examples of descriptive information about the job.  
 
Click on a link between job titles to see the critical development experiences needed to move to 
that job on the pathway. 
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Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

 

General Manager 
Job Title 
General Manager 

Job Level 
Executive-level (Supervisory) 

Job Description 
Plan, direct, or coordinate the operations of hotel/motel. Duties and responsibilities include formulating 
policies, managing daily operations, and planning the use of materials and human resources within a 
hotel/motel, but are too diverse and general in nature to be classified in any one functional area of 
management or administration, such as personnel, purchasing, or administrative services.  

Tasks: 

1. Direct and coordinate activities of hotel/motel.  

2. Manage staff, preparing work schedules and assigning specific duties.  

3. Review financial statements, sales and activity reports, and other performance data to measure 
productivity and goal achievement and to determine areas needing cost reduction and program 
improvement.  

4. Establish and implement departmental policies, goals, objectives, and procedures, conferring with board 
members, organization officials, and staff members as necessary.  

5. Determine staffing requirements, and interview, hire and train new employees, or oversee those 
personnel processes.  

6. Monitor hotel/motel-related businesses and agencies to ensure that they efficiently and effectively provide 
needed services while staying within budgetary limits.  

7. Oversee activities directly related to providing hotel/motel-related goods or services.  

8. Direct and coordinate organization's financial and budget activities to fund operations, maximize 
investments, and increase efficiency.  

9. Determine goods and services to be sold, and set prices and credit terms, based on forecasts of customer 
demand.  

10. Manage the movement of goods into and out of production facilities. 

Education 
This occupation normally requires a Bachelor's degree. 

Workforce Preparation 
Employees in this occupation usually need several years of on-the-job training, and/or vocational training. 

Work Experience 
Employees in this occupation usually need several years of work-related experience. 

Licensure/Certification 
None required 

Salary 
$81,000 

Employment Outlook 
10-20% over the next 10 years, representing average growth. 

         Return to Career Ladder/Lattice Graphic 



Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

 

Training Manager 
Job Title 
Training Manager 

Job Level 
Management-level (Supervisory) 

Job Description 
Plan, direct, or coordinate the training and development activities of staff. 

Tasks: 

1. Conduct orientation sessions and arrange on-the-job training for new hires.  

2. Evaluate instructor performance and the effectiveness of training programs, providing recommendations 
for improvement.  

3. Develop testing and evaluation procedures.  

4. Conduct or arrange for ongoing technical training and personal development classes for staff members.  

5. Confer with management and conduct surveys to identify training needs based on projected production 
processes, changes, and other factors.  

6. Develop and organize training manuals, multimedia visual aids, and other educational materials.  

7. Plan, develop, and provide training and staff development programs, using knowledge of the effectiveness 
of methods such as classroom training, demonstrations, on-the-job training, meetings, conferences, and 
workshops.  

8. Analyze training needs to develop new training programs or modify and improve existing programs.  

9. Review and evaluate training and apprenticeship programs for compliance with government standards. 

10. Train instructors and supervisors in techniques and skills for training and dealing with employees. 

Education 
This occupation normally requires a Bachelor’s degree. 

Workforce Preparation 
Employees in this occupation usually need several years of on-the-job training, and/or vocational training. 

Work Experience 
Employees in this occupation usually need several years of work-related experience. 

Licensure/Certification 
None required 

Salary 
$74,000 

Employment Outlook 
21-35% over the next 10 years, representing faster-than-average growth. 

 
  Return to Career Ladder/Lattice Graphic  



Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Critical Development Experiences:  
From Training Manager to General Manager 
The position of General Manager normally requires a Bachelor's degree. Employees in this occupation usually 
need several years of on-the-job training, and/or vocational training.  Employees in this occupation usually 
need several years of work-related experience. 

1. Review financial statements, sales and activity reports, and other performance data to measure 
productivity and goal achievement and to determine areas needing cost reduction and program 
improvement.  

2. Establish and implement departmental policies, goals, objectives, and procedures, conferring with board 
members, organization officials, and staff members as necessary.  

3. Determine staffing requirements, and interview new employees, or oversee those personnel processes.  

4. Monitor hotel/motel-related businesses and agencies to ensure that they efficiently and effectively provide 
needed services while staying within budgetary limits.  

5. Direct and coordinate organization's financial and budget activities to fund operations, maximize 
investments, and increase efficiency.  

6. Determine services to be sold, and set prices and credit terms, based on forecasts of customer demand. 

 

 

    Return to Career Ladder/Lattice Graphic  



Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Front Office Manager 
Job Title 
Front Office Manager 

Job Level 
Management-level (Supervisory) 

Job Description 
Plan, direct, or coordinate activities of hotel/motel. 

Tasks: 

1. Greet and register guests.  

2. Answer inquiries pertaining to hotel policies and services, and resolve occupants' complaints.  

3. Assign duties to workers, and schedule shifts.  

4. Coordinate front-office activities of hotels or motels, and resolve problems.  

5. Participate in financial activities such as the setting of room rates, the establishment of budgets, and the 
allocation of funds to departments.  

6. Confer and cooperate with other managers to ensure coordination of hotel/motel activities.  

7. Collect payments, and record data pertaining to funds and expenditures.  

8. Manage and maintain temporary or permanent lodging facilities.  

9. Observe and monitor staff performance to ensure efficient operations and adherence to facility's policies 
and procedures.  

10. Train staff members. 

Education 
This occupation normally requires training in vocational schools or an Associate's degree. 

Workforce Preparation 
Employees in these occupations usually need one or two years of training involving both on-the-job experience 
and informal training with experienced workers. 

Work Experience 
Employees in these occupations usually need one or two years of training involving both on-the-job experience 
and informal training with experienced workers. 

Licensure/Certification 
None required 

Salary 
$41,000 

Employment Outlook 
10-20% over the next 10 years, representing average growth. 

 
   Return to Career Ladder/Lattice Graphic  



Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Critical Development Experiences:  
From Office Manager to General Manager 
The position of General Manager normally requires a Bachelor's degree. Employees in this occupation usually 
need several years of on-the-job training, and/or vocational training.  Employees in this occupation usually 
need several years of work-related experience. 

1. Review financial statements, sales and activity reports, and other performance data to measure 
productivity and goal achievement and to determine areas needing cost reduction and program 
improvement.  

2. Establish and implement departmental policies, goals, objectives, and procedures, conferring with board 
members, organization officials, and staff members as necessary.  

3. Determine staffing requirements, and interview, hire and train new employees, or oversee those 
personnel processes.  

4. Monitor hotel/motel-related businesses and agencies to ensure that they efficiently and effectively provide 
needed services while staying within budgetary limits.  

5. Direct and coordinate organization's financial and budget activities to fund operations, maximize 
investments, and increase efficiency.  

6. Determine services to be sold, and set prices and credit terms, based on forecasts of customer demand.  

7. Plan, develop, and provide training and staff development programs, using knowledge of the effectiveness 
of methods such as classroom training, demonstrations, on-the-job training, meetings, conferences, and 
workshops.  

8. Analyze training needs to develop new training programs or modify and improve existing programs.  

9. Review and evaluate training and apprenticeship programs for compliance with government standards.  

10. Train instructors and supervisors in techniques and skills for training and dealing with employees. 

 

Return to Career Ladder/Lattice Graphic 
 
 

  



Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Sales Manager 
Job Title 
Sales Manager 

Job Level 
Management-level (Supervisory) 

Job Description 
Direct the distribution or movement of hotel/motel-related services to the customer. Coordinate sales 
distribution by establishing sales territories, quotas, and goals and establish training programs for sales 
representatives. Analyze sales statistics gathered by staff to determine sales potential and inventory 
requirements and monitor the preferences of customers. 

Tasks: 

1. Resolve customer complaints regarding sales and service.  

2. Monitor customer preferences to determine focus of sales efforts.  

3. Direct and coordinate activities involving sales of hotel/motel-related goods and services.  

4. Determine price schedules and discount rates.  

5. Review operational records and reports to project sales and determine profitability.  

6. Direct, coordinate, and review activities in sales and service accounting and recordkeeping, and in 
receiving and shipping operations.  

7. Confer or consult with department heads to plan advertising services and to secure information on 
equipment and customer specifications.  

8. Advise dealers and distributors on policies and operating procedures to ensure functional effectiveness of 
business.  

9. Prepare budgets and approve budget expenditures.  

10. Represent company at trade association meetings to promote products. 

Education 
This occupation normally requires a Bachelor's degree.  

Workforce Preparation 
Employees in this occupation usually need several years of work-related experience, on-the-job training, 
and/or vocational training. 

Work Experience 
Employees in this occupation usually need several years of work-related experience. 

Licensure/Certification 
None required 

Salary 
$88,000 

Employment Outlook 
10-20% over the next 10 years, representing average growth. 

 
 

   Return to Career Ladder/Lattice Graphic 
 

 



Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Critical Development Experiences:  
From Sales Manager to General Manager 
The position of General Manager normally requires a Bachelor's degree. Employees in this occupation usually 
need several years of on-the-job training, and/or vocational training.  Employees in this occupation usually 
need several years of work-related experience. 

1. Review financial statements, sales and activity reports, and other performance data to measure 
productivity and goal achievement and to determine areas needing cost reduction and program 
improvement.  

2. Establish and implement departmental policies, goals, objectives, and procedures, conferring with board 
members, organization officials, and staff members as necessary.  

3. Determine staffing requirements, and interview, hire and train new employees, or oversee those 
personnel processes.  

4. Monitor hotel/motel-related businesses and agencies to ensure that they efficiently and effectively provide 
needed services while staying within budgetary limits.  

5. Direct and coordinate organization's financial and budget activities to fund operations, maximize 
investments, and increase efficiency.  

6. Plan, develop, and provide training and staff development programs, using knowledge of the effectiveness 
of methods such as classroom training, demonstrations, on-the-job training, meetings, conferences, and 
workshops.  

7. Analyze training needs to develop new training programs or modify and improve existing programs.  

8. Review and evaluate training and apprenticeship programs for compliance with government standards.  

9. Train instructors and supervisors in techniques and skills for training and dealing with employees. 

10. Train staff members. 

 
   Return to Career Ladder/Lattice Graphic 

 
 

  



Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Front Desk Supervisor 
Job Title 
Front Desk Supervisor 

Job Level 
Mid-level (Supervisory) 

Job Description 
Supervise and coordinate the activities of front office employees. 

Tasks: 

1. Resolve customer complaints, and answer customers' questions regarding policies and procedures.  

2. Supervise the work of front office employees to ensure adherence to quality standards, deadlines, and 
proper procedures, correcting errors or problems.  

3. Provide front office employees with guidance in handling difficult or complex problems, and in resolving 
escalated complaints or disputes.  

4. Implement corporate and departmental policies, procedures, and service standards in conjunction with 
management.  

5. Discuss job performance problems with front office employees in order to identify causes and issues, and 
to work on resolving problems.  

6. Train and instruct front office employees in job duties and company policies, or arrange for training to be 
provided.  

7. Evaluate front office employees' job performance and conformance to regulations, and recommend 
appropriate personnel action.  

8. Review records and reports pertaining to activities such as production, payroll, and shipping in order to 
verify details, monitor work activities, and evaluate performance.  

9. Recruit, interview, and select employees.  

10. Interpret and communicate work procedures and company policies to staff. 

Education 
This occupation usually requires an Associate's degree. Some positions may require a Bachelor's degree. 

Workforce Preparation 
Employees in this occupation usually need one or two years of training involving both on-the-job experience 
and informal training with experienced workers. 

Work Experience 
Employees in this occupation usually need related on-the-job experience. 

Licensure/Certification 
None required 

Salary 
$42,000 
Employment Outlook 
0-9% over the next 10 years, representing slower-than-average growth. 

 
   Return to Career Ladder/Lattice Graphic 



Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Critical Development Experiences:  
From Front Desk Supervisor to Front Office Manager 
The position of Front Office Manager normally requires training in vocational schools or an Associate's degree.  
Employees in these occupations usually need one or two years of training involving both on-the-job experience 
and informal training with experienced workers. 

1. Coordinate front-office activities of hotels or motels.  

2. Participate in financial activities such as the setting of room rates, the establishment of budgets, and the 
allocation of funds to departments.  

3. Confer and cooperate with other managers to ensure coordination of hotel activities.  

4. Collect payments, and record data pertaining to funds and expenditures.  

Critical Development Experiences:  
From Front Desk Supervisor to Sales Manager 

The position of Sales Manager normally requires a Bachelor's degree. Employees in this occupation usually 
need several years of work-related experience, on-the-job training, and/or vocational training. 

1. Monitor customer preferences to determine focus of sales efforts.  

2. Coordinate activities involving sales of hotel or motel services. 

3. Determine price schedules and discount rates.  

4. Review operational records and reports to project sales and determine profitability.  

5. Coordinate and review activities in sales and service accounting and recordkeeping, and in receiving and 
shipping operations.  

6. Confer or consult with department heads to plan advertising services.  

7. Prepare budgets and approve budget expenditures. 
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Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Department Trainer 
Job Title 
Department Trainer 

Job Level 
Mid-level (Supervisory) 

Job Description 
Conduct training and development programs for employees. 

Tasks: 

1. Keep up with developments in area of expertise by reading current journals, books and magazine articles.  

2. Present information, using a variety of instructional techniques and formats such as role playing, 
simulations, team exercises, group discussions, videos and lectures.  

3. Schedule classes based on availability of classrooms, equipment, and instructors.  

4. Organize and develop, or obtain, training procedure manuals and guides and course materials such as 
handouts and visual materials.  

5. Offer specific training programs to help workers maintain or improve job skills.  

6. Monitor, evaluate and record training activities and program effectiveness.  

7. Attend meetings and seminars to obtain information for use in training programs, or to inform 
management of training program status.  

8. Coordinate recruitment and placement of training program participants.  

9. Evaluate training materials prepared by instructors, such as outlines, text, and handouts.  

10. Develop alternative training methods if expected improvements are not seen. 

Education 
This occupation normally requires a Bachelor's degree. 

Workforce Preparation 
Employees in this occupation usually need several years of work-related experience, on-the-job training, 
and/or vocational training. 

Work Experience 
Employees in this occupation usually need several years of work-related experience. 

Licensure/Certification 
None required 

Salary 
$46,000 

Employment Outlook 
21-35% over the next 10 years, representing faster-than-average growth. 
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Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Critical Development Experiences:  
From Department Trainer to Training Manager 
The position of Training Manager normally requires a Bachelor’s degree. Employees in this occupation usually 
need several years of on-the-job training, and/or vocational training. 

1. Evaluate instructor performance and the effectiveness of training programs, providing recommendations 
for improvement.  

2. Develop testing and evaluation procedures.  

3. Confer with management and conduct surveys to identify training needs based on projected production 
processes, changes, and other factors.  

4. Review and evaluate training and apprenticeship programs for compliance with government standards.  

5. Train instructors and supervisors in techniques and skills for training and dealing with employees. 
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Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Front Desk Representative  
Job Title 
Front Desk Representative 

Job Level 
Entry-level (Non-supervisory) 

Job Description 
Accommodate hotel, motel, and resort patrons by registering and assigning rooms to guests, issuing room 
keys, transmitting and receiving messages, keeping records of occupied rooms and guests' accounts, making 
and confirming reservations, and presenting statements to and collecting payments from departing guests. 

Tasks: 

1. Greet, register, and assign rooms to guests of hotels or motels.  

2. Verify customers' credit, and establish how the customer will pay for the accommodation.  

3. Keep records of room availability and guests' accounts, manually or using computers.  

4. Compute bills, collect payments, and make change for guests.  

5. Perform simple bookkeeping activities, such as balancing cash accounts.  

6. Issue room keys and escort instructions to bellhops.  

7. Review accounts and charges with guests during the check out process.  

8. Post charges, such as those for rooms, food, liquor, or telephone calls, to ledgers manually or by using 
computers.  

9. Transmit and receive messages, using telephones or telephone switchboards.  

10. Contact housekeeping or maintenance staff when guests report problems. 

Education 
This occupation usually requires a high school diploma.  In some cases, an Associate's or Bachelor's degree 
could be needed.  

Workforce Preparation 
Employees in this occupation may require some vocational training or job-related course work. 

Work Experience 
Employees in this occupation need anywhere from a few months to one year of working with experienced 
employees. 

Licensure/Certification 
None required 

Salary 
$18,000 

Employment Outlook 
10-20% over the next 10 years, representing average growth. 
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Sample Career Ladder/Lattice for Hospitality  
 

This is a SAMPLE.   
It is intended only as an illustration of a possible career ladder/lattice in the hospitality industry. 

 

Critical Development Experiences:  
From Front Desk Representative to Front Desk Supervisor 
The position of Front Desk Supervisor usually requires an Associate's degree. Some positions may require a 
Bachelor's degree.  Employees in this occupation usually need one or two years of training involving both on-
the-job experience and informal training with experienced workers. 

1. Supervise the work of other front office employees to ensure adherence to quality standards, deadlines, 
and proper procedures, correcting errors or problems.  

2. Provide front office employees with guidance in handling difficult or complex problems, and in resolving 
escalated complaints or disputes.  

3. Implement corporate and departmental policies, procedures, and service standards in conjunction with 
management.  

4. Discuss job performance problems with front office employees in order to identify causes and issues, and 
to work on resolving problems.  

5. Train and instruct front office employees in job duties and company policies, or arrange for training to be 
provided.  

6. Evaluate front office employees' job performance and conformance to regulations, and recommend 
appropriate personnel action.  

7. Interpret and communicate work procedures and company policies to front office staff.  

Critical Development Experiences:  
From Front Desk Representative to Department Trainer 
The position of Department Trainer normally requires a Bachelor's degree. Employees in this occupation 
usually need several years of work-related experience, on-the-job training, and/or vocational training. 

1. Organize and develop, or obtain, training procedure manuals and guides and course materials such as 
handouts and visual materials. 

2. Attend meetings and seminars to obtain information for use in training programs, or to inform 
management of training program status. 

3. Coordinate recruitment and placement of training program participants. 

4. Present information, using a variety of instructional techniques and formats such as role playing, 
simulations, team exercises, group discussions, videos and lectures. 
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Handout 4—Stages, Benefits and Challenges of Working  
in a Multi-Agency Model 

 
The information below has been adapted from ‘The Benefits and Challenges of Collaborative 
Multi-Agency Working’ report (http://www.sagepub.com/upm-
data/25241_02_Cheminais_Ch_02.pdf) 

The four stages of a multi-agency partnership can be used for new centres that are being 
formed or as a way to evaluate and check in with existing centres:   

1. Forming--Clarifying roles and establishing relationships. Multi-agency team members: 
o will be introducing themselves and getting to know each other 
o will be trying to establish their individual identities 
o will be discussing the team’s purpose 
o will be exploring the scope of the task 
o may be avoiding serious topics and feelings 

2. Storming--Resolving any tensions and disputes. This stage may involve: 
o multi-agency team members competing with one another 
o conflicting interests between team members arising, as the group becomes more 

focused on tasks 
o bending ideas, attitudes and beliefs to suit the team organization 
o questioning about who is responsible for what 
o discussing the multi-agency team’s structure 
o conflicting views about structure, leadership, power and authority 

3. Norming--Starting to build the team identity. At this stage there will be: 
o more cohesive multi-agency team relations 
o a higher level of trust between multi-agency team members 
o a greater focus on tasks 
o accepted leadership of the multi-agency team 
o a creative flow of information to inform the tasks 

4. Performing--The multi-agency team has a shared vision, and it knows clearly what it is 
doing and achieves its goals. At this stage: 

o multi-agency team members show a high level of dependence on one another 
o there are deeper relationships between people 
o the multi-agency team becomes good at problem-solving and there is more 

experimentation 
o individual team members become more self-confident 
o the multi-agency team is at its most productive 
o team members review what they are doing  
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Benefits to Working Within a Multi-Agency Centre: 
 Benefits practitioners’ understanding of multi-agency practitioner activities, enabling them to focus 

on their core role  
 Helps to build consensus, strengthen partnership voice, and break down professional boundaries  
 Helps to enhance scale of coverage and sustainability when pooled budgets, joint bids, joint projects 

and endeavours are put into action 
 Can help to build a more cohesive community approach through united multi-agency practitioners 

taking greater ownership and responsibility for addressing local needs jointly, thus avoiding 
duplication or overlap of provision 

 Promotes mutual support, encouragement and the exchange of ideas between staff, helping the 
sharing of expertise, knowledge and resources for training and good practice, leading to more 
manageable workloads 

 Increased fit between the services offered and those required by clients to meet their needs 
 Improved co-ordination of services resulting in better relationships, improved referrals and the 

addressing of joint targets 
 Offers a broader perspective or focus to working practice 
 Helps to improve understanding and raise awareness of issues and agencies, and other 

professionals’ practice 
 Increased level of trust existing between partners/providers in relation to everyone knowing each 

can and will deliver 
 Facilitates joint planning for future multi-agency developments 
 Increases staff morale knowing that they do not work in isolation and that issues and problems can 

be resolved collaboratively 
 Results in more enthusiastic and committed staff who have high expectations of themselves and 

others 

Challenges Faced by Multi-Agency Centres:  
 Funding concerns in relation to sustainability. For example, conflicts over funding within and 

between different agencies and a general lack of funding for the multi-agency centre 
 Ensuring clear routes for two-way communication in order to exchange information and improve 

joined-up co-ordinated working 
 Adapting to working in a new and different context 
 Competing priorities placing multiple demands and expectations on agencies  
 The management of different professional and multi-agency service cultures. For example, staff 

recruitment and retention, disparities in status, pay, conditions of service, working hours and 
working conditions 

 Understanding each other’s professional language and protocols 
 Territorial issues – overcoming the reluctance to share equipment and facilities, professional 

jealousy and inter-agency mistrust 
 Preventing too much ‘referring on’ or ‘passing the buck’ from becoming too regular an approach 

being adopted to give the illusion of effective action having been taken 
 Finding mutually convenient times for managers and practitioners to meet 
 Additional stress and pressures arising from unsuccessful or disappointing attempts at multi-

agency partnership having an adverse effect on staff morale and turnover 
 The assumption that multi-agency partnerships must be adopted at all times, even when it may be 

inappropriate in some instances. Lack of coherence in the aims, intentions and joined-up thinking 
between different agencies, resulting in role overlap or duplication of services 



1 
 

Handout 5—Questions to Consider when Developing a Shared  

Data Information Management System 
 
One of the best practices noted within the Best Practices Guide for Multi-Agency centres is 
to consider onsider an inter-agency data management system. This is supported in 
research including that found in the ‘Data in Multi-Agency Collaborations: Guiding 
Performance to Ensure Accountability and Improvements’  report 
(http://www.childtrends.org/Files/Child_Trends-2012_02_23_FR_UsingData.pdf) 

For multi-agency centres that want to explore or move to that model the above noted 
report offers the following steps and strategies that can be presented to agencies at a 
meeting or training session: 

1. Create a shared sense of purpose (What are we trying to accomplish for our clients 
and communities? Why are we collecting data?) 

2. Decide what data to collect (What indicators are useful for everyone? What data are 
agencies already collecting? Is there a need for agency-specific indicators?) 

3. Establish common definitions of indicators (i.e. attendance, enrolled, outcome, 
success) 

4. Choose a system (What is already being used? What can be adapted/shared? How 
much of a burden would it be to introduce a new system?) 

5. Involve frontline staff from the earliest stages (one training session isn’t enough) 

6. Establish clear rules and responsibilities (What is being collected, by whom and how 
often? Who is analyzing? How will trends/gaps be discussed? What are 
consequences if an agency doesn’t deliver or fulfill their role?) 

7. Create a memorandum of understanding 

8. Have the right (skilled) people in place and with dedicated time allowed to do the 
work 

9. Have a champion/hammer in place (often a funder) 

10. Provide ongoing training and support 

11. Share the right information with the right people at the right time (information is 
only useful if shared) 

12. Analyze and interpret the data (with all levels of staff) 

13. Respond to data in everyday decisions and in major program changes and planning 

14. Plan for ongoing costs 

15. Build data tasks into job descriptions and performance assessments 

16. Revisit the system periodically 

17. Expect it to take time (couple years at least) 

http://www.childtrends.org/Files/Child_Trends-2012_02_23_FR_UsingData.pdf


 

 

 

 

CONSENT TO COLLECT, RELEASE, USE, DISCLOSE AND EXCHANGE INFORMATION 

Port Cares – Port Colborne Community Association for Resource Extension 

 
Pursuant to Section 39 (2) of the Freedom of Information and Protection of Individual Privacy Act, Port Cares collects the following 

information for the purposes of confirming an individual’s participation in a Port Cares program, coordinating client services and /or 

maintaining statistical data. 

 

 

I,                                                      (client’s full name) 

 

Of,                                                                                                                                       (full address) 

 

 

hereby consent to the collection, release, use, disclosure, and exchange of information with: 

 

 Social Assistance and Employment Opportunities, Region of Niagara 

 Ministry of Training, Colleges, and Universities / Employment Ontario 

 Ministry of Community Safety and Correctional Services 

 Other:  

 Other:  

 Other:  

 

Information Requested (Identify Material: Legal, Clinical Record, Report, File etc.): 

 

 

Information Requested from (Name of Person / Agency): 

 
 

For the purpose of: 

 

 

 

Client Signature:        Date:   

 

Witness Signature:        Date:   

 

 

 
For further information regarding this collection contact Port Cares 

 92 Charlotte Street, Port Colborne, ON L3K 3E1, Phone: 905.834.3629  



 

Tillsonburg & District  
Multi-Service Centre 

 

              

CLIENT CONSENT TO THE RELEASE OF INFORMATION 

Personal information held by Tillsonburg & District Multi-Service Centre  is protected under 

the Personal Information Protection and Electronics Documents Act, Statutes of Canada 2000, 

Bill C.6 and the Personal Health Information Protection Act, Bill 31, Statutes of Ontario 2004. 

I,   , consent to the release of the 

 (Please print name of person giving consent)  

information deemed necessary for the purposes of service provision and/ or as noted in Purpose 

 

below and as contained in the records with: 

 

    

 

 Adult Literacy & Essential Skills  Program Area 

 

Tillsonburg & District Multi-Service Centre: (The Centre) 

(within) The Livingston Centre 

96  Tillson Avenue 

Tillsonburg, ON  N4G 3A1 

              

This information may be sent/or disclosed to: 
 

I authorize MSC to enter and hold the above information within a designated database and to the 

exchange of information with MSC Employment Services, Thames Valley District School Board, 

Fanshawe College and/or Community Employment Services for case management purposes. 

Personal information held by MSC is protected under the Personal Information Protection and 

Electronic Documents Act, Statutes of Canada 2000, Bill C.6 and the Ontario Personal Health 

Information Protection Act, 2004.  
 

 
 

This consent shall continue in force until it is revoked by myself in writing. 

 

Dated this  day of  ,20    

 

Name of person giving consent:   

 

Signature of person giving consent:   

Or Verbal consent given on (date) -                  To authorized MSC employee (name) -  

 

Name of Witness:   Signature of Witness:  

 

Relationship of Witness to person giving consent:  

 

 Filed:  Client File   

Copied to:    
Client Signature ________________________________________     Date (M/D/Y) _____________________________ 
 

 2010 MULTI-SERVICE CENTRE MSC (519) 842-9000 No part of this document(s) may be reproduced by any means without the written permission of the 

Executive Director of MSC.   

 

R:June 21/11  

 
 

 



Employment Services/Adult Literacy & Essential Skills Program 

Referral Form 

 

Date:   

 

             

    Adult Literacy & Essential Skills Program   OR     Adult Literacy & Essential Skills Program (MSC) 

        Multi-Service Centre                                        Community Employment Services 

        96 Tillson Avenue                                           40 Metcalf Street 

        Tillsonburg, ON                                          Woodstock, ON 

       

This purpose of this letter is to introduce 

 

who would be required and/or suitable to register with the Adult Literacy & 

  

Essential Skills Program. 

 

Activity Recommendation 

 

      Basic Upgrading as Linked to the Following Goal Paths: 

        a) Employment  b) Independence  c) Preparation prior to GED, Credit or ACE classes 

 

      Basic Computer, Internet E-mail class 

 

      Suggested Learning Environment  

          a) One-to-one tutoring  b) Small group/class 

 

Additional Comments:  

 

 

 

 

Employment Services Consultant___________________________________________________________ 

 

Contact Information 

 

 

Adult Literacy & Essential Skills Staff _____________________________________________________ 

 

Contact Information_____________________________________________________________________ 

 

Action Plan 
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Handout 9—Resource List 

The following are links to the research conducted through the literature review and used in the 

development of the Best Practices Guide for Multi-Agency Centres. 

 

1. UK CFBT’s Multi-agency Working and Its Implications for Practice: A Review of the 

Literature 

http://www.cfbt.com/evidenceforeducation/pdf/Multiagencyworking.pdf 

 

2. Opening the Doors website article: Working with early School Leavers 

http://www.yapa.org.au/openingdoors/early_school_leavers/strategies.php  

 

3. Project READ’s Working Together, Working Well 

http://www.nald.ca/library/learning/project_read/working/working.pdf  

 

4. Project READ Literacy Network’s report ‘Enhancing Pathways: Phase 2’ 

(http://www.enhancingpathways.ca/EP2_report.pdf 

 

5. Project READ Literacy Network’s Enhancing Pathways website  

www.enhancingpathways.ca  

6. Making a Difference in Your Neighbourhood:  A Handbook for Using Community 

Decision-Making to Improve the Lives of Children, Youth and Families 

http://www.cssp.org/community/constituents-co-invested-in-change/community-

decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-Using-

Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-Families.pdf  

 

7. Essential Skills Ontario (then Ontario Literacy Coalition) report Approaches to Service 

Coordination 

http://www.nald.ca/library/research/olc/approaches_service_coordination/approaches

_service_coordination.pdf 

 

8. Essential Skills Ontario’s  ‘Clearer Sightlines to Employment’ report  

(http://www.nald.ca/library/research/eso/clearer_sightlines/clearer_sightlines.pdf 

 

9. Community Literacy of Ontario’s June 2012 newsletter on Service Coordination Success 

Stories http://www.communityliteracyofontario.ca/newslet/june_2012_our_voice.pdf 

 

http://www.yapa.org.au/openingdoors/early_school_leavers/strategies.php
http://www.nald.ca/library/learning/project_read/working/working.pdf
http://www.enhancingpathways.ca/EP2_report.pdf
http://www.enhancingpathways.ca/
http://www.cssp.org/community/constituents-co-invested-in-change/community-decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-Using-Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-Families.pdf
http://www.cssp.org/community/constituents-co-invested-in-change/community-decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-Using-Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-Families.pdf
http://www.cssp.org/community/constituents-co-invested-in-change/community-decision-making/Making-a-Difference-in-Your-Neighborhood-A-Handbook-for-Using-Community-Decision-Making-to-Improve-the-Lives-of-Children-Youth-and-Families.pdf
http://www.nald.ca/library/research/olc/approaches_service_coordination/approaches_service_coordination.pdf
http://www.nald.ca/library/research/olc/approaches_service_coordination/approaches_service_coordination.pdf
http://www.nald.ca/library/research/eso/clearer_sightlines/clearer_sightlines.pdf
http://www.communityliteracyofontario.ca/newslet/june_2012_our_voice.pdf
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10. Ontario Ministry of Training, Colleges and Universities’ Supporting Learners through 

Service Coordination and Referrals 

http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_Referr

als_Oct_11.pdf  

 

11. Child Trends’ report ‘Data in Multi-Agency Collaborations: Guiding Performance to 

Ensure Accountability and Improvement 

       http://www.childtrends.org/Files/Child_Trends-2012_02_23_FR_UsingData.pdf 

12. 3 minute video clip http://www.youtube.com/watch?v=aTxsGU-4elI  of the employment 

services ‘rock anthem’ 

 

13. 2 minute video clip about importance of trust between agencies in an advocacy multi-

service centre in Australia 

https://www.youtube.com/watch?v=vGiELS3XkEI&playnext=1&list=PLs3U1qB0QiqpkU

VvWSD8qsD-f0heMDVRj&feature=results_main 

 

14. ‘Moving Maryland Forward: We’re In This Together’ video clip 

http://www.youtube.com/watch?v=1aUGAqfBGoM&feature=player_embedded 

 

15. U.S. Department of Education  Office of Vocational and Adult Education’s Promoting 

College and Career Readiness: Bridge Programs for Low-Skill Adults’ 

http://www2.ed.gov/about/offices/list/ovae/pi/cclo/brief-1-bridge-programs.pdf  

 

16. Peterborough Community Help Centre website www.percresources.ca 

 

17. Words Work Literacy Learning Centre’s  Creating a Rural Literacy Centre: Handbook for 

Practitioners http://www.nald.ca/library/learning/ruralitc/ruralitc.pdf 

 

18. Australia’s JobAccess Programme website www.jobaccess.gov.au 

 

19. Windsor Unemployed Help Centre’s  website at www.uhc.ca 

 

20. Tillsonburg & District Multi-Service Centre’s website http://www.multiservicecentre.com 

 

21. Washington State’s Multi-Service Centre’s website www.multi-servicecenter.com  

 

http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_Referrals_Oct_11.pdf
http://www.tcu.gov.on.ca/eng/eopg/publications/OALCF_Service_Coordination_Referrals_Oct_11.pdf
http://www.childtrends.org/Files/Child_Trends-2012_02_23_FR_UsingData.pdf
http://www.youtube.com/watch?v=aTxsGU-4elI
https://www.youtube.com/watch?v=vGiELS3XkEI&playnext=1&list=PLs3U1qB0QiqpkUVvWSD8qsD-f0heMDVRj&feature=results_main
https://www.youtube.com/watch?v=vGiELS3XkEI&playnext=1&list=PLs3U1qB0QiqpkUVvWSD8qsD-f0heMDVRj&feature=results_main
http://www.youtube.com/watch?v=1aUGAqfBGoM&feature=player_embedded
http://www2.ed.gov/about/offices/list/ovae/pi/cclo/brief-1-bridge-programs.pdf
http://www.percresources.ca/
http://www.nald.ca/library/learning/ruralitc/ruralitc.pdf
http://www.jobaccess.gov.au/
http://www.uhc.ca/
http://www.multiservicecentre.com/
http://www.multi-servicecenter.com/
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22. UK’s Steps to Work 2011’s Trustee’s Report 

www.onestopemploymentshop.co.uk/client/assets/media/pdfs/Trustees_Report_11.pdf 

 

23. Social Entrepreneurship in Adult Learning webinar 

https://centreforliteracy.adobeconnect.com/_a1111454664/p3njqeilim9/?launcher=false&

fcsContent=true&pbMode=normal 

 

24. Work BC website www.workbc.ca 

 

25. PortCares’ website http://portcares.on.ca/  

 

26. The Livingston’s centre website (http://www.thelivingstoncentre.com/) 

 

27. John Howard Society, Ottawa website http://ottawa.johnhoward.ca/  

 

28. Athens Resource Center for the Homeless (ARCH), Georgia, US website 

http://athensresourcecenter.org/about/ 

 

29. Maryland One Stop Career Centres website  http://www.dllr.state.md.us/county 

 

30. The Training Group at Douglas College, BC  website 

http://www.douglas.bc.ca/training-community-education.html  

 

31. South Essex Community Council website  http://www.secc.on.ca/  

 

32. Athens-Clark County Human Services website 

http://www.libs.uga.edu/athens/humanservices.html 

 

33. Athens Area Homeless Shelter Program’s website 

http://helpathenshomeless.org/learn/programs/ 

 

34. The Sparrow’s Nest website http://www.sparrowsnestmission.org/ 

 

35. Douglas College July 2012 Press Release http://www.douglas.bc.ca/news/July_12_-

_Douglas_College_showcases_one-

stop_shop_for_government_employment_services_for_Ridge-Meadows.html 

 

https://centreforliteracy.adobeconnect.com/_a1111454664/p3njqeilim9/?launcher=false&fcsContent=true&pbMode=normal
https://centreforliteracy.adobeconnect.com/_a1111454664/p3njqeilim9/?launcher=false&fcsContent=true&pbMode=normal
http://www.workbc.ca/
http://portcares.on.ca/
http://www.thelivingstoncentre.com/
http://ottawa.johnhoward.ca/
http://athensresourcecenter.org/about/
http://www.dllr.state.md.us/county
http://www.douglas.bc.ca/training-community-education.html
http://www.douglas.bc.ca/training-community-education.html
http://www.secc.on.ca/
http://www.libs.uga.edu/athens/humanservices.html
http://helpathenshomeless.org/learn/programs/
http://www.sparrowsnestmission.org/
http://www.douglas.bc.ca/news/July_12_-_Douglas_College_showcases_one-stop_shop_for_government_employment_services_for_Ridge-Meadows.html
http://www.douglas.bc.ca/news/July_12_-_Douglas_College_showcases_one-stop_shop_for_government_employment_services_for_Ridge-Meadows.html
http://www.douglas.bc.ca/news/July_12_-_Douglas_College_showcases_one-stop_shop_for_government_employment_services_for_Ridge-Meadows.html
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36. Nova Scotia’s Job Junction website http://www.jobjunction.ca/ 

 

37. Technology Centre of Dupage Early School Leaver Program article 

http://www.tcdupage.org/domain/139 

 

38. Canadian Career Development Foundation’s Integrating Career Information And 

Guidance Services At A Local Level http://www.oecd.org/edu/country-

studies/2698200.pdf 

 

39. Newfound-Labrador’s The Murphy Centre website http://www.murphycentre.ca/ 

 

40. Working And Learning Together To Build Stronger Communities Report 

http://www.infed.org/archives/gov_uk/working_together.htm 

 

41. http://onlinelibrary.wiley.com/doi/10.1111/j.1365-

2214.2004.00468.x/abstract;jsessionid=9C6E0BF6DD60AE808B6D254374A7C9A6.d02t01?de

niedAccessCustomisedMessage=&userIsAuthenticated=false 

 

42. Bow Valley College’s report A Selected Literature Review for Adult Learner Success 

Aboriginal Upgrading Program 

http://www.nald.ca/library/research/bowvalley/sleected_lit_review/selected_lit_revie

w.pdf  

 

43. US Council for Advancement of Adult Literacy’s Doing Business report 

http://www.caalusa.org/Doing.pdf 

 

44. Lives Of Change: An Ethnographic Evaluation of Two Learner Centred Literacy Programs 

Executive Summary http://www.nald.ca/library/research/pat/livesof/livesof.pdf 

 

 

http://www.jobjunction.ca/
http://www.tcdupage.org/domain/139
http://www.oecd.org/edu/country-studies/2698200.pdf
http://www.oecd.org/edu/country-studies/2698200.pdf
http://www.murphycentre.ca/
http://www.infed.org/archives/gov_uk/working_together.htm
http://onlinelibrary.wiley.com/doi/10.1111/j.1365-2214.2004.00468.x/abstract;jsessionid=9C6E0BF6DD60AE808B6D254374A7C9A6.d02t01?deniedAccessCustomisedMessage=&userIsAuthenticated=false
http://onlinelibrary.wiley.com/doi/10.1111/j.1365-2214.2004.00468.x/abstract;jsessionid=9C6E0BF6DD60AE808B6D254374A7C9A6.d02t01?deniedAccessCustomisedMessage=&userIsAuthenticated=false
http://onlinelibrary.wiley.com/doi/10.1111/j.1365-2214.2004.00468.x/abstract;jsessionid=9C6E0BF6DD60AE808B6D254374A7C9A6.d02t01?deniedAccessCustomisedMessage=&userIsAuthenticated=false
http://www.nald.ca/library/research/bowvalley/sleected_lit_review/selected_lit_review.pdf
http://www.nald.ca/library/research/bowvalley/sleected_lit_review/selected_lit_review.pdf
http://www.caalusa.org/Doing.pdf
http://www.nald.ca/library/research/pat/livesof/livesof.pdf
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