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Executive Summary
Acknowledgement

“No one can go back and make a brand new start.
Anyone can start from now and make a brand new ending.”
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Executive Summary
This Human Resource User Guide will focus entirely on a target
client group that have specific barriers to entering/re-entering the local
labour market (i.e. minimal education; limited work experience; low selfesteem/confidence; social barriers; etc…)
There are a variety of challenges that many in this target client group
have to address prior to successfully entering or re-entering into the local labour
market. These clients can be categorized as “marginalized clients” and in some
instances they are clients that have “fallen through the cracks” in our society. It
would be unfair to say that all clients in the target group have the same level of
challenges or issues. With all employment counselling services, a client meets with
a service provider/counsellor on an individual basis to discuss their own
circumstances. Overall with the target group, there are similar traits and
characteristics and it is the intent of this Human Resource User Guide to highlight
their generic characteristics and further define these characteristics based on
learning experiences.
As a result of outcomes from the recent project facilitated by the Random North
Development Association, both the funding agency and the development association
acknowledged the importance of sharing “best practices” and “lessons learned.”
This User Guide will provide other service providers/counsellors with another
resource tool that will help them become more effective as they guide, support, and
case manage members of the identified target client group with back to work action
plans.

5

The Sky’s the Limit
A Human Resource User Guide Targeting a Specific Client Group
The guide is presented in a format that is both user friendly and informative for the
reader. This guide does not have all of the answers, but is a good starting point and
can provoke further discussions. The guide begins by setting the stage and
enhancing a sense of appreciation for the social and economic landscape in
Newfoundland and Labrador. When we have a more detailed understanding of our
local labour force and trends, then we can become more proactive when meeting the
needs of this target client group.
If an opportunity is provided, then it is up to the client to embrace the opportunity.
With the proper interventions and the continuous supports in place…The Sky is the
Limit for this Target Client Group!
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Section 1
Provincial Social and
Economic Landscape
Labour Market Overview and Trends in
Newfoundland and Labrador

“When something happens good or bad, consider what it means.
There is a purpose to life’s events.”
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Provincial Social and Economic Landscape
Labour Market Overview and Trends in Newfoundland and Labrador
Emerging demographics, trends, technological change, and increasing global
competition have significant implications on the overall labour market. The
composition of employment is shifting towards jobs that require higher levels of post
secondary education. By having an appreciation for our local labour market and
labour force, service providers/counsellors will have a more defined focus as they
work with members of this client group. This section, Section 1 will help “set the
stage” for the remainder of the Human Resource User Guide.
(Sources: Newfoundland and Labrador Community Accounts, www.communityaccounts.ca; The
Canada/Newfoundland and Labrador Labour Market Development Agreement, Business Plan
2005-06 and Beyond; Government of Newfoundland and Labrador Economic Review, 2005; and
Statistics Canada)

Demographics
2001 Census population for the province of Newfoundland and Labrador was
512,930. This represents a decline of 7% since 1996 when the population was
551,795.

The province’s economy improved dramatically over the past several years
with a strong growth in exports and with the emerging offshore oil industry
and the diversification of the fishery
Although employment growth has been strong since 1996, the province’s
unemployment rate remains the highest in Canada at 15.6%
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Demographics (Continued)
The Avalon Peninsula (which includes the St. John’s Metropolitan Area)
accounted for 60% growth in employment since 1996
Approximately 45% of the provincial labour force resides in
the rural areas of the province
The provincial labour force is getting older and the number of
young people available to enter the labour force will continue to decline
sharply due to the result in declining birth rates and out migration
It is anticipated that by 2019 there will only be 6 persons aged 15 to 24
(potential labour force entrants) for every 10 potential retirees (55 to 64 years
old)
Income Accounts
The 2003 income for every man, woman, and child (personal income per capita) in
Newfoundland and Labrador was $19,800.00
The 2003 self-reliance ratio for Newfoundland and Labrador was 77%. This is a
measure of the community’s dependency on government transfers such as:
Canada Pension
Old Age Security
Employment Insurance
Social Assistance
Etc…
In 2003, half of the families in Newfoundland and Labrador had incomes more than
$50,200.00 and half of the lone-parent families had incomes less than $22,200.00
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Educational Attainment
Census 2001 reported 40% of people 20 years of age and older in Newfoundland
and Labrador do not have a high school diploma.
Newfoundland and Labrador - Highest Level of
Education (Pop 20+), 2001
Without High
School Diplom a
With High
School Diplom a
Trades or Non
University
At Least Som e
University

40
30
20
10
0

In 2001, in Newfoundland and Labrador, 79% of people 25 to 29 years of age had at
least a high school diploma.
In Newfoundland and Labrador about 13% of people aged 25 to 54 had a Bachelor's
Degree or higher in 2001.
The levels of formal educational attainment for the province has been rising,
but there is a concern about the increasing numbers of Memorial
undergraduates finding employment outside of the province
While high school graduation rates and post-secondary
enrolment have increased, educational levels in the prime
working age (25 to 54 years) have not increased
proportionally
A higher proportion of the prime working age population in the province has
less than high school education and a lower proportion have university
degrees
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Educational Attainment (Continued)
Increase in the educational levels of the younger population (25 to 34 years)
is greater than those occurring in the older working age population (35 to 54
years)
Life long learning and workplace based training will
increasingly play an important role in skills upgrading and
development among the working age population, especially
for those over 25 years of age
In rural areas of the province, indicators such as education levels,
employment, unemployment, participation rates, and income levels are much
lower when compared to urban areas
Social Accounts
The number of individuals in Newfoundland and Labrador who received social
assistance at some point in the year 2004 was 64,145.
The average benefits for those people collecting social assistance in Newfoundland
and Labrador in 2004 was $5,700.00.
The number of individuals in Newfoundland and Labrador who collected
Employment Insurance at some point in the year 2004 was 101,280.
The average benefits for those individuals collecting employment insurance in
Newfoundland and Labrador in 2004 was $6,900.00.
Groups that have traditionally faced barriers to participation in the local labour
market include women, persons with disabilities, youth, persons in receipt of
income support, and single parents. Barriers are also rising for other groups
such as older workers, seasonal workers, and post-secondary students.
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Health Accounts
In 2001, 67% of the individuals 12 and over in Newfoundland and Labrador rated
their health status from very good to excellent.
Industries in Newfoundland and Labrador with Employment Prospects
Fishery
Even with closures and downsizing in the fishery,
this industry continues to diversify with
employment opportunities in the sector
The fishery for 2004 and 2005 total production
value for 2004 was 1 billion dollars and total
landed value for 2004 for $605.1 million
In 2005, the fishing industry challenged some
difficult times, especially with reductions on the
crab quota and the late start in the season
In 2005, the sealing fishery had another solid year. While the number of
seals taken did decline somewhat from 326,600 in 2004 to 319,000 in 2005,
solid market conditions caused value to rise from $15.4 million to an
estimated $22 million
The aquaculture industry continues to provide opportunities in rural areas of
the province. Production of salmonids is poised to exceed 2004 levels and
there has been a significant increase in smolt production. There are new
markets for mussel products, plus a more diversified product line. New
opportunities in cod aquaculture are being explored with both the private
sector and government looking at options for long-term development
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Industries in Newfoundland and Labrador with Employment Prospects
(Continued)
Mining
The mining industry is a significant contributor to the province’s economy
accounting for about 3.0% of the Gross Domestic Product (GDP) and 1.4% of
employment
The value of mineral shipments was expected to total $1.4 billion in 2005,
more than double the value recorded in 2004
Mineral exploration expenditures in 2004 expected to be $31.0 million, an
increase of 34% from 23.1 million in 2003
Oil and Gas
The record land sale of 2003 signals that there is still significant interest in the
Province’s offshore.
Almost $673 million in work expenditures has been committed, bringing total
outstanding work commitment in the offshore to over $960 million. These
commitments are spread over 36 licenses, which vary in expiry dates
spanning over the next five to six years
There is potential for the development of the province’s substantial natural
gas resources which would be another significant step towards securing the
long-term sustainability of the province’s oil and gas industry
Manufacturing
The manufacturing industry directly accounts for 6.9% of the Gross Domestic
Product (GDP) and 8.0% of total employment in the province in 2004
Most of the Newfoundland and Labrador’s
manufacturing sector stems from resourcebased industries, in particular fishing and
forestry.
The fabrication of metal products and
refining of crude oil also contribute
significantly to the manufacturing sector
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Industries in Newfoundland and Labrador with Employment Prospects
(Continued)
Manufacturing (Continued)
Secondary research began in 2001/2002, which identified a looming skills gap
due to: declining population and a growing industrial sector; a declining
educational infrastructure for industrial programs; and negative perceptions
amongst youth, parents, and teachers regarding industrial careers. It became
evident that without change, the sector and the province would deteriorate
In 2002, NL Division of the Canadian Manufacturers and Exporters conducted
a survey with over 55 manufacturers. Results showed that companies were
experiencing difficulties recruiting, experiencing high turnover rates, having a
low number of young employees, and some areas of workers had low basic
math and literacy skills. A report with more detailed information was released
in 2003
Forestry
After experiencing a lean period, the province’s lumber
industry is once again exhibiting a positive growth
There are definite opportunities in the value-added work
products sector
Agrifoods
There has been significant growth in the agrifoods sector in both traditional
and new products, with a specific movement toward value-added products
Total farm cash receipts increased by 4.3% in the first six month of 2004 to
$40.5 million
Main contributors to growth: egg production at $6.7 million; floriculture and
nursery products at $5.8 million; and dairy products at
$14.4 million
There is also a renewed interest in mink farming and fur
tanneries, with the potential for new commercial
operations over the next five years
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Industries in Newfoundland and Labrador with Employment Prospects
(Continued)
Small and Enterprises (SMEs)
SMEs play a very significant role in the province’s economy, especially in
rural areas
With significant growth in the oil and gas, agrifoods, and manufacturing
sectors, there is potential for new entrepreneurs to establish businesses to
meet the growing demands of these sector
Tourism
Tourism spending in the province is currently estimated
at about $800 million per year.
Industry revenues have increased steadily in recent
years, driven by growth in non-resident visits
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Section 2
Project Facilitated by Random North
Development Association

Project Overview and Objectives
Social and Economic Landscapes of Project Sites
Process used to Document Human Resource Supports and Interventions
Some Project Outcomes from Counselling Sessions (One-On-One and Group)
Expected Results from the Project

“Success in life comes from making mistakes along the way.”
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Project Facilitated by Random North Development Association
Project Overview
With employment rates at extremely high levels in rural areas of Newfoundland and
Labrador, it has become apparent that many individuals have literacy problems, skill
deficiencies, and confidence to look for and obtain gainful employment. As
Canadians (Newfoundlanders and Labradorians) with the aforementioned barriers,
they need the support of qualified individuals to identify; address, and case manage
them.
Based on these challenges, Random North Development Association submitted a
proposal and received funding (December 2004) from the Canada/Newfoundland
and Labrador Labour Market Development Agreement to facilitate a project that
would address and document the Human Resource Needs of E.I. Eligible Clients.
The identified target client group for the project had barriers to entering/re-entering
the labour market mainly because of their minimum academic skill sets.
Project Start Date: December 2004
Project End Date: February 2006
The Target Group is:
E.I. Eligible who did not complete the Secondary School Program, Adult Basic
Education (ABE), or General Education Development (GED) Programs;
E.I. Eligible who are deemed as unemployed or underemployed and;
E.I Eligible who are not mobile
For the project, an Assessment and Selection Team reviewed sites
based on educational profiles; current labour market; potential to
enhance local labour market; dependency on transfer payments;
areas impacted by industry downsizing; and geographic locations.
A Project Team Leader was employed to facilitate and work with 4 Local
Facilitator/Counsellors in the selected Economic Zones (17, 15, 11, and
7.)
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Project Overview (Continued)
Even though the project was facilitated in only 4 geographic regions of the province,
similar characteristics are evident in all economic zones. The outcomes from this
project can be utilized on a provincial and even national level.
The 4 Local Facilitator/Counsellors worked with approximately 48 members of the
target client group and documented the types of assistance/supports they required in
order to prepare for entry/re-entry into the local labour market.
The Project Team Leader and 4 Facilitator/Counsellors focused on two major areas
when working with the target client group:
1. Skill Shortages
2. High Unemployment
We know that currently there are many skill shortages in Newfoundland and
Labrador and Canadian labour markets, while rural communities still have a very
high unemployment rate. The goal of this project was to assist in filling the gaps
through good Human Resource Planning and included:
Counselling
Academic upgrading
Selecting the right career path
Building self-confidence
Working closely with partners from the demand side of the labour market
equation to ensure greater outcomes in terms of jobs.
Based on the research and data compiled this Human Resource
User Guide was prepared by the Project Team Leader
employed with the Random North Development Association.

18

The Sky’s the Limit
A Human Resource User Guide Targeting a Specific Client Group
Project Overview (Continued)
The project was a collaborative approach and engaged local
community-based stakeholders, the public college system, local
federal and provincial government departments/agencies, and
the private sector in the documentation process. Four Local
Community Learning Network Teams worked with the Project Team Leader and 4
Local Facilitator/Counsellors to ensure that the human resource needs of the target
client group were addressed and documented.
The documentation compiled and outcomes from the project will help by providing:
1. Proactive measures for Service Providers (i.e. Career Development
Specialists, Employment Services Counsellors) who work with the client
group and will assist them in improving their capacity when dealing with this
client’s human resource requirements and needs
2. Recommendations on how to assist the identified target client group to avail
of the programs and services offered by Service Canada and the Provincial
Department of Human Resources, Labour and Employment
3. Recommendations on how to ready, case manage, and prepare the target
client group for the labour market as a student and/or, job seeker.
Project Objectives
To select approximately 48 E.I. Eligible Clients in total from the Blaketown,
Bonavista, Harcourt/Clarenville, Springdale, Baie Verte, and Hawke’s Bay
areas to participate in the project
The Project Team Leader in collaboration with the 4 Local
Facilitator/Counsellors to plan a strategy on the best approach(s) to take to
ensure the objectives of the project are implemented and measured
To determine the strengths/weaknesses that exists in relation to the target
client group within these selected areas (Zones 17, 15, 11, and 7) and meet
with local community-based stakeholders to address the human resource
requirements of the identified target client group
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Project Objectives (Continued)
The 4 Local Facilitator/Counsellors to meet with members of the target client
group identified for the project to determine their human resource needs while
they are participating in skills development initiatives or exploring different
alternatives to enter or re-enter into the local labour market
The 4 Local Facilitator/Counsellors to document
supports/interventions provided to the target client group

and

compile

The Project Team Leader to compile all documentation into a Human
Resource User Guide and distribute to service providers/counsellors who
work with this target client group
The Project Team Leader to disseminate the Human Resource User Guide
via CD ROM to Service Canada and the Provincial Department of Human
Resources, Labour and Employment.
The project requirements were to distribute 25 CD ROMs. Random North Development Association
distributed 50 CD ROMS, ensuring all local Service Canada and Human Resources, Labour and
Employment Offices in the province received a copy of the Human Resource User Guide.

Social and Economic Landscapes for Pilot Project Sites
Rationale for Site Selection
The Educational Statistics in Tables 1 and 2 on Pages 26 and 27 clearly
demonstrates that each of these areas have clients who do not have the
necessary/required academic skills to enter/re-enter into the local labour
market
All areas selected are experiencing downsizing in different industry sectors
and must diversify their local economies
All selected areas have a number of people dependent on Employment
Insurance and other forms of income support. Please reference Table 3 on
Page 28.
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Rationale for Site Selection (Continued)
Because of the nature of the target client group, many require extra supports
when entering/re-entering the local labour market. Many of these clients
require more time, guidance, and direction (They require to be continually
case managed and not just guided into an intervention with periodic followups)
Presently, there is no “guide” on how to provide supports/assistance to this
target client group
Project Areas Covered and the Local Labour Market
Red Ochre Regional Board Inc., Economic Zone 7
The vision of the RED Ochre Regional Board Inc, Trout
River to St. Barbe, is one in which community and
economic development is based upon an active and
diversified economy. This will create new business
opportunities and jobs for residents, their children and
grandchildren, thus enabling them to live in the zone
with a good quality of life.
Community Identified
Hawk’s Bay (Other clients were identified in surrounding communities to
participate)
Current Economic Environment
Economic Zone 7 was highly impacted by the most recent
Northern Cod Closure
Tourism is an economic generator with Gros Morne
National Park located in close proximity
The Forest Sector has potential in the area with forestry related businesses
located within a small geographic region
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Project Areas Covered and the Local Labour Market
(Continued)
Red Ochre Regional Board Inc., Economic Zone 7 (Continued)
Labour Force Adjustments:
Local Community Groups/Agencies and both levels of Government are
working collectively to address economic and social needs of the individuals
directly and indirectly impacted by the recent Northern Cod Closure
Local individuals directly impacted by the Northern Cod Closure have to
explore other employment options
Skill shortage – clients do not have the necessary skills to meet the needs of
the local labour market
Low/limited academic skill sets being a barrier for the target client group to
entering/re-entering the local labour force
The Emerald Zone Corporation, Economic Zone 11
The Emerald Zone Corporation is committed to the development
and implementation of a strategic plan that will respond to the
economic and social development of the Emerald Zone 11 by
encouraging quality education and training of our human resource;
maintaining and enhancing the infrastructure of our communities;
developing and adding value to our natural resources through diversification; and
utilizing the skills of our people to maintain viable communities, creating a caring,
sharing, and environmentally responsible society.
Communities Identified:
Springdale
Baie Verte
(Other clients were identified in surrounding communities to participate)
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Project Areas Covered and the Local Labour Market
(Continued)
The Emerald Zone Corporation, Economic Zone 11 (Continued)
Current Economic Environment:
Economic Zone 11 has an abundance of mining communities, many of which
some mines are closing and/or downsizing, while other mines show economic
prospects
Communities have to diversify their industry base and explore other
employment opportunities
Economic Zone 11 was also impacted by the Northern Cod Closure
Labour Force Adjustments:
Skill shortage – clients do not have the necessary skills to meet the needs of
the local labour market
Low/limited academic skill sets being a barrier for the target client group to
entering/re-entering the local labour force
The Discovery Regional Development Board Inc., Economic Zone 15
The Discovery Regional Development Board Inc.
(DRDB) is a not for profit incorporated organization. The
zone boundaries are from Port Blandford in the west,
north to and including the Bonavista Peninsula, east to
Chapel Arm, south to the Sandy Harbour River on the
Burin Peninsula, including the islands in Placentia Bay
and all communities in between the designated end
points. The DRDB is committed to economic growth
and subsequent social benefits based on resources and technical development
under a three “P” Program: Plan, Produce, and Profit within it’s region.
Communities Identified:
Bonavista
Harcourt/Clarenville
(Other clients were identified in surrounding communities to participate)
23
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Project Areas Covered and the Local Labour Market
(Continued)
The Discovery Regional Development Board Inc., Economic Zone 15
(Continued)
Current Economic Environment:
Economic Zone 15 was highly impacted by the Northern
Code Closure (1992), especially on the Bonavista
Peninsula. The Peninsula is still trying to recover from
this economic devastation
Oil and Gas is a growing economy
Clarenville – Service Centre
Large Agriculture Land Base
Forestry
Labour Force Adjustments:
Skill shortage – clients do not have the necessary skills to meet the needs of
the local labour market
Low/limited academic skill sets, especially in the Bonavista area. The age
group 35 to 44 have a high percentage of individuals who did not complete
high school. The majority of this client age group is still eligible to participate
in the local labour force, but due to limited academic skills have barriers to
seeking employment.
Mariner Resource Opportunities Network Inc., Economic Zone 17
Mariner Resource Opportunities Network Inc. (M-RON Inc.) is the
Regional Economic Development Board (REDB) for Zone 17 and
is a not-for-profit corporation. Working with other government and
not-for-profit economic development organizations, M-RON Inc.
acts as the facilitator of the Zonal Process for the Bay de Verde Peninsula; bringing
all agencies, organizations, businesses and residents together to work in harmony
towards economic development. It is through this cooperative partnership approach
that the rich resources of this peninsula can best be identified and maximized.
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Project Areas Covered and the Local Labour Market
(Continued)
Mariner Resource Opportunities Network Inc., Economic Zone 17 (Continued)
Communities Identified:
Blaketown
(Other clients were identified in surrounding communities to participate)
Current Economic Environment:
Due to downsizing in the fishery sector, many smaller communities in this
zone were highly impacted. For many of the smaller
communities, the fishery has been their main source of income
There is some diversification happening within this zone,
especially in the Forestry Sector
There is a new golf course currently under construction in the
Whiteway
Carbonear area - service centre (Wholesale Sector)
Labour Force Adjustments:
Skill shortage – clients do not have the necessary skills to meet the needs of
the local labour market
Low/limited academic skill sets being a barrier for the target client group to
entering/re-entering the local labour force
Statistical Information on Selected Project Sites
Tables 1 and 2: Educational Statistics (Pages 26 and 27)
Table 3: Transfer Payments (Employment Insurance, Social Assistance, and
Worker’s Compensation) (Page 28)
Table 4: Demographics (Page 29)
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Table 1
Highest Level of Schooling 15 years and over based on Economic Zone Regions
Based on 2001 Census (Males and Females)
Source: NL Community Accounts
Zone
Zone 7
Zone 11
Zone 15
Zone 17

Total
8,070
12,790
24,925
33,790

Without High School
Certificate
4,800
7,290
12,810
16,375

26

Less than Grade 9
2,255
3,370
5,290
5,995
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Table 2
Highest Level of Schooling based on Age, Community Partners or Division
Based on 2001 Census (Males and Females)
Source: Statistics Canada
Zone/Community/Division
Zone 7 – Hawke’s Bay,
Division # 9, Subd C
Zone 11 - Springdale

Zone 11 – Baie Verte

Zone 15 – Bonavista

Zone 17 – Blaketown,
Division # 1, Subd Y

Less than High School Certificate Based on
Age and Percentage
20-34 yrs – 36.6%
35-44 yrs – 43.9%
45-64 yrs – 69.4%
20-34 yrs – 13.4%
35-44 yrs – 35.1%
45-64 yrs – 44.5%
20-34 yrs – 32.1%
35-44 yrs – 10.4%
45-64 yrs – 37.1%
20-34 yrs – 20.0%
35-44 yrs – 38.9%
45-64 yrs – 11.8%
20-34 yrs – 25.8%
35-44 yrs – 24.3%
45-64 yrs – 43.3%
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Table 3
Total Income (Number Reported- not actual dollars based on Males and Females
and Economic Zone Regions)
Based on 2000 Census
Source: NL Community Accounts
Key: EI – Employment Insurance
SA – Social Assistance
WC – Worker’s Compensation
Zone
Zone 7

Total Income
Reported
7,710

Zone 11

12,160

Zone 15

23,770

Zone 17

34,480

Transfer Payments: EI, SA, WC
EI – 3,810
SA – 570
WC - 160
EI – 4,590
SA – 860
WC - 440
EI – 8,360
SA – 1,700
WC – 830
EI – 10,340
SA – 2,920
WC – 1,480
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Table 4
Demographics Based Age and on Economic Zone Regions
Based on 2001 Census
Source: NL Community Accounts
Zone

Total of all Age
Groups in the
Zone

Age and # of Males and Females in this
Age Bracket

Zone 7

9,820

20-24 yrs – 515
25-29 yrs – 475
30-34 yrs – 725
35-39 yrs – 860
40-44 yrs – 885
45-49 yrs – 845
50-54 yrs – 765
55-59 yrs – 605

Zone 11

15,795

20-24 yrs – 785
25-29 yrs – 875
30-34 yrs – 1,130
35-39 yrs – 1,250
40-44 yrs – 1,345
45-49 yrs – 1,310
50-54 yrs – 1265
55-59 yrs – 920

Zone 15

29,925

20-24 yrs – 1,660
25-29 yrs – 1,730
30-34 yrs – 2,075
35-39 yrs – 2,345
40-44 yrs – 2,455
45-49 yrs – 2,475
50-54 yrs – 2,455
55-59 yrs – 1,895

Zone 17

40,940

20-24 yrs – 2,475
25-29 yrs – 2,130
30-34 yrs – 2,605
35-39 yrs – 3,090
40-44 yrs – 3,325
45-49 yrs – 3,395
50-54 yrs – 3,320
55-59 yrs – 2,650
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Process used to Document Human Resource Supports and
Interventions
To ensure proper counselling techniques were followed, the 4 Local
Facilitator/Counsellors followed the Counselling Employability Dimensions when
meeting with members of the target client group for one-on-one sessions or for group
sessions. Flow Chart 1 on Page 31 highlights how interventions and supports were
used based on the Employability Dimensions.
A Client Information Sheet was prepared for each participating client in the project,
with each client being provided with a client number/code. Clients signed Release of
Personal Information permitting the Local Facilitator/Counsellor to share counselling
sessions with the Project Team Leader. These counselling sessions provided the
basis for this Human Resource User Guide.
Samples of all documentation forms are provided in the Human Resource User
Guide and can be located on the following pages:
Client Information Sheet – Page 32
Release of Personal Information– Pages 33 and 34
One-On-One Client Documentation Form – Pages 35 and 36
Group Documentation Form – Pages 37 and 38
Focus Group Questions with Target Client Group – Pages 39 and 40
Focus Group Questions with Target Client Group (Follow-up prior to project
completion) – Page 41
Focus Group Questions with Local Community Learning Network Teams
Participating in this project – Pages 42, 43, and 44
Note: The Sample Documentation Forms can be reproduced or adjusted to
meet the needs of the service provider/counsellor
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Counselling Employability Dimensions

-

-

-

Job Search

Job Strategies
Employment Skills
Counselling

Decision Making

Prior Learning Assessment
Life Skills
Personality Qualities

Client

-

(did not complete a
high school, ABE or
GED Program)

Personal & Social Issues

Counselling
Family Management
Information & Self-Management
Financial Management
Stress Management

Supports
Counsellor
Support Team

Employment for the
Target Client
&
Economic Growth
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Employment Readiness

Are clients ready for interventions
such as: skills development, selfemployment, wage subsidy, etc…?

Employment Maintenance
Post—Secondary Training
Academic Upgrading
Self-Employment
Wage Subsidy
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SAMPLE: CLIENT INFORMATION FORM
Name: ___________________________________ Client Code #: ________________
SIN: ___________________________________
Date of Birth: Day ______ Month _______ Year _______
Street/P.O. Box #:
City/Town:
Province:
Postal Code:
Telephone #:
Alternate #:
Facsimile #:
E-Mail Address:
Gender: Male _____________

Female _______________

Highest Level of Education Attainment:

Primary/Secondary
__ No Formal Education
__ Grade 1
__ Grade 2
__ Grade 3
__ Grade 4
__ Grade 5
__ Grade 6
__ ABE

__ Grade 7
__ Grade 8
__ Grade 9
__ Grade 10 (Level 1)
__ Grade 11 (Level II)
__ Grade 12 (Level III)
__ High School Graduation
__ GED
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SAMPLE: Random North Development Association
Release of Personal Information Consent
Client Name: ________________________
Address: ___________________________
Home Phone: (____) ________Message/Alternate: (____) ________
Email: _____________________________
I hereby authorize the following designated office, ____________to release the
following personal information about me and/or my charge (as applicable):
Designated Office(s): ________________________________________
Designated Person(s):________________________________________
Information to be released:
This information may be released to the following government departments,
individuals:
I.
______________________________________
II.
______________________________________
III.
______________________________________
___________________________________________________________________
I understand that I have a right to refuse to release the aforementioned information,
and I confirm that my consent to release is strictly voluntary. My consent may be
revoked upon written notice, unless said information has already been released. This
release automatically expires after one year. I further understand that a photocopy of
this authorization will be accepted with the same authority as the original.
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SAMPLE: Random North Development Association
Release of Personal Information Consent (Continued)
Mail, fax or deliver the completed form to the designated office or person at the
following address.
Mailing Address:

Facsimile:
Telephone
E-Mail

_____________________
_____________________
_____________________
_____________________
_____________________
_____________________
_____________________
_____________________
_____________________

The personal information collected on this form will only be used for the purpose of
processing your request to share your personal information as instructed above. It is
collected under section 32 (c) of the Newfoundland and Labrador Freedom of
Information and Protection of Privacy Act, and will be protected under its provisions,
as well as those of the Federal Protection of Personal information and Electronic
Documents Act. If you have any questions about the collection and use of this
information, please contact ___________________.
Signature: ____________________________________ Date: _____________

34

The Sky’s the Limit
A Human Resource User Guide Targeting a Specific Client Group
SAMPLE: ONE-ON-ONE CLIENT DOCUMENTATION FORM
Human Resource Interventions/Supports for Clients who have barriers to seeking employment
because of their limited academic skill sets (did not complete the High School, ABE or GED
Program).
This Documentation Form will highlight the HR Supports/Interventions Clients require while
participating in some form of Skills Development Program

Date:
Client Code #
Site Location:
1. Type of Support/Intervention Required (please reference the 5 Employability
Dimensions and highlight a topic heading and subheading)
Heading:
Subheading:
2. How was this Support/Intervention addressed?
• In person
• Over the telephone
• Electronic (e-mail)
3. What types of supports/interventions did you provide to this client? (Please list in
point form)
__________________________________________________________________
4. Were you able to assist this client through one intervention? Yes No
If Yes, please elaborate:
__________________________________________________________________
If No, please elaborate:
__________________________________________________________________
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SAMPLE: ONE-ON-ONE CLIENT DOCUMENTATION FORM (Continued)
5.Did you use any external resources (people, internet, written documents, etc…) to
assist you with this support/intervention?
Yes No
If Yes, please elaborate: ______________________________________________
6. What follow-up if any will be provided to this client relating to this
intervention/support? _________________________________________________
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SAMPLE: GROUP DOCUMENTATION FORM
Date:
Site Locations:
1. What was the issue(s)/challenge/concern?
___________________________________________________________________
2. How was it addressed?
___________________________________________________________________
___________________________________________________________________
3. What types of supports/interventions did you provide to this group of clients?
___________________________________________________________________
___________________________________________________________________
4. Were you able to assist the group through one intervention?
YES
NO
If yes, please elaborate:
___________________________________________________________________
___________________________________________________________________
If no, please elaborate:
___________________________________________________________________
___________________________________________________________________
5. Did you use any external resources (people, internet, written documents, etc…) to
assist you with this support/intervention?
YES
NO
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SAMPLE: GROUP DOCUMENTATION FORM (Continued)

If yes, please elaborate:
___________________________________________________________________
___________________________________________________________________
6. What follow-up if any will be provided to this client/group relating to this
intervention/support?
___________________________________________________________________
___________________________________________________________________
7. Other Comments:
___________________________________________________________________
___________________________________________________________________
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SAMPLE: FOCUS GROUP QUESTIONS WITH TARGET CLIENT GROUP
Local Facilitator/Counsellor to explain the rationale for this focus group session
1. Local Facilitator/Counsellor will document answers to all questions
2. Local Facilitator/Counsellor will highlight who is represented at this focus
group session (do not have to provide names)
3. Local Facilitator/Counsellor will explain that responses to questions will be
generic (no names will be used)
Questions:
1. Please highlight the services/supports in your community/zone that will assist you
in finding employment or help you to participate/enter into skills training.
___________________________________________________________________
___________________________________________________________________
2. Are you aware of the different types of services/supports that these
organizations/departments/agencies provide? YES
NO
If yes, please elaborate:
___________________________________________________________________
___________________________________________________________________
3. a) Have you ever visited one of these service/support providers?
YES
NO
If yes, please elaborate and explain why you met with one of these providers (be
generic):
___________________________________________________________________
If no, why not?
___________________________________________________________________
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SAMPLE: FOCUS GROUP QUESTIONS WITH TARGET CLIENT GROUP
(Continued)
3. b) Over the past 12 months how often have you visited a service/support provider
to discuss your HR needs? (based on an estimate from the group)
___________________________________________________________________
___________________________________________________________________
4. Please highlight any obstacles/challenges that you feel you may have to finding a
job or entering into a skills training program?
___________________________________________________________________
___________________________________________________________________
5. a) How can we best help you while you are taking part in this project? How can
we help you address your needs, so you can successfully complete this program?
___________________________________________________________________
___________________________________________________________________
5. b) What types of supports do you feel you will need?
___________________________________________________________________
___________________________________________________________________
6. Please discuss the strengths at the community/zonal level that you feel that you
may have when entering/re-entering into the local labour market. (as it relates to
meeting their HR needs)
___________________________________________________________________
___________________________________________________________________
7. Local Facilitator/Counsellor’s Final Comments/Observations:
___________________________________________________________________
___________________________________________________________________
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SAMPLE: FOCUS GROUP QUESTIONS WITH TARGET CLIENT GROUP
(FOLLOW-UP PRIOR TO PROJECT COMPLETION)
Date: _________________________
Attendence #: __________________
Site Location: __________________
Focus Group Questions
1. Please highlight positive experiences from this project.
___________________________________________________________________
___________________________________________________________________
2. Please highlight areas for improvement.
___________________________________________________________________
___________________________________________________________________
3. What types of supports/interventions did you receive while participating in this
project?
___________________________________________________________________
___________________________________________________________________
4. What do you expect as outcomes when this project is completed (i.e.:
employment, educational skills increased, etc…?)
___________________________________________________________________
___________________________________________________________________
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SAMPLE: FOCUS GROUP SESSION WITH LOCAL COMMUNITY LEARNING
NETWORK TEAMS IN ECONOMIC ZONES PARTICIPATING IN THIS PROJECT
Purpose:
1) To discuss Human Resource Interventions/Supports provided to the target
client group who were eligible to participate in the project
2) What are the strengths/weaknesses that exist within their zone as it relates to
meeting the human resource needs of the target client group
3) To heighten the awareness of the obstacles/barriers faced by this target client
group to enter/re-enter into the local labour market
• Document what groups, agencies, departments are represented
• Do not use names, be generic
• Document each answer to each question
Attendance: ____________________
Questions:
1. What supports/resources are you aware of right now in your zone that provides
interventions/support to this target client group?
___________________________________________________________________
___________________________________________________________________
2. If there are currently supports in your zone, are you aware of the types of services
they provide to this target client group? Yes
No
If Yes, please elaborate:
___________________________________________________________________
___________________________________________________________________
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SAMPLE: FOCUS GROUP SESSION WITH LOCAL COMMUNITY LEARNING
NETWORK TEAMS IN ECONOMIC ZONES PARTICIPATING IN THIS PROJECT
(Continued)
3. Based on questions 2 and 3 do you think that there are any gap areas relating to
meeting the human resource needs of the targeted client group?
Yes
No
If Yes, please elaborate:
___________________________________________________________________
___________________________________________________________________
4. What do you think are the obstacles/barriers faced by this target client group to
entering/re-entering into the local labour market?
___________________________________________________________________
___________________________________________________________________
5. What do you perceive as being the strength areas that exist within your zone to
meet the human resource needs of the target client group?
___________________________________________________________________
___________________________________________________________________
6. What do you perceive as being areas for improvement within your zone to assist
in meeting the human resource needs of the target client group?
___________________________________________________________________
___________________________________________________________________
7. Do you feel that all human resource interventions/supports relating to this target
client group should be consistent throughout Newfoundland and Labrador?
Yes
No
If Yes, please elaborate:
___________________________________________________________________
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SAMPLE: FOCUS GROUP SESSION WITH LOCAL COMMUNITY LEARNING
NETWORK TEAMS IN ECONOMIC ZONES PARTICIPATING IN THIS PROJECT
(Continued)
8. Do you have any suggestions/recommendations on how we can meet the human
resource needs of this target client group?
Yes
No
If yes, please elaborate:
___________________________________________________________________
___________________________________________________________________
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Project Outcomes
Counselling Sessions (One-on-One and Group)
In point form below and on Page 46 are the key areas of counselling that were
predominate in this project. All counselling sessions were based on the Counselling
Employability Dimensions.
1. Decision Making (Life Skills)
- Assertiveness verses aggressiveness
- Demonstrating emotional control
- Participating in teams to express collective
concerns
- Conflict resolution
- Exploring personality profiles
- Organizational skills
- Team building
- Problem solving
- Proper communication skills
- Having a positive attitude
- Admitting to being incorrect and exploring scenarios to addressing
different situations
2. Personal and Social Issues
- Family management (spouses not having employment, child care
issues)
- Addictions (referring clients to more specialized counsellors in related
addictions fields)
- Stress management (identifying manifestations of stress, exploring
good and bad stressors, using stress management techniques,
identifying intervention techniques)
- Financial management (how to manage a personal budget)
- Receiving income on time
- Time management (list and prioritize tasks, using planning
worksheets, developing schedules)
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Counselling Sessions (One-on-One and Group)
(Continued)
3. Employment Readiness
- Preparing clients for potential employment with the project’s identified
business partners
- Addressing conflict between clients and business partners
- Clients understanding the benefits of skills development
- Clients engaging in skills development and understanding their roles
and responsibilities
- Accountability
- Dealing with absenteeism (major issue for this target client
group)
4. Job Search
- Good employer/employee relationships
- Identifying employer expectations of the employee
- Good work ethic (responsibility, showing up to work on time,
fulfilling assigned work duties, calling the employer if not
available for work)
- Being adaptable to change
- Respect for other people’s property
- Contributing to the reputation of the company’s image
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Project Outcomes from Some of the Focus Group Sessions
Target Client Group
Question 1
Please highlight the services/supports in your community/zone that will assist you in
finding employment or help you to participate/enter into skills training.
Answer
1.You can go to the unemployment office and look at the job board
2.You can go to the local rural development association
3.The town office
4.Employment Services Office
5.Community channel
6.Job line (radio)
7.Library/CAP site
8.Local newspapers
Question 2
Are you aware of the different types of services/supports that these
organizations/departments/agencies provide?
Answer
Majority said “Yes”, they provide help with resumes, employment services, they give
the public access to computers, list jobs on their boards, determine how many more
hours you need to qualify for employment insurance, provide information on projects
in the local area (i.e. JCP), and top-up to employment insurance.
Question 3 a)
Have you ever visited one of these service/support providers?
Answer
Majority said “Yes.” Most stated they mainly went to look on the job line, to get a
resume typed, were filing for employment insurance, to learn more about the job
market, and to sort out problems with employment insurance. Some found the
service not to be friendly and they were hard to contact.
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Target Client Group (Focus Group Continued)
Question 3 b)
Over the past 12 months how often have you visited a service/support provider to
discuss your human resource needs? (Based on an estimate from the group)
Answer
Estimate 2-3 times and some participants were not aware of services for clients with
disabilities or with a focus on youth. As well, many were unaware of the services
that an Employment Counsellor provides.
Question 4
Please highlight any obstacles/challenges that you feel you may have to finding a job
or entering into a skills training program?
Answer
1.Not having grade 12 is the biggest problem
2.The pay is really low for people without a high school certificate
3.You cannot go into training if you are working (even if it is temporary)
4.Trouble making contact with service providers
5.Transportation and childcare are issues
6.Unclear information
7.Lack of financial resources for training
8.Family responsibilities
9.Shortage of jobs in local area
10.Alot of competition for limited jobs available
11.Unreachable staff in some offices (Service Canada, Employment Services, and
Department of Human Resources, Labour and Employment)
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Target Client Group (Focus Group Continued)
Question 5
How can we best help you while you are taking part in this project? How can we help
you address your needs so you can successfully complete this program?
Answer
1.Answer questions we have regarding funding
2.Help with transportation costs (assist in starting up a car pool, etc…)
3.Identifying the types of programs that are available and who qualifies
4.More financial supports (not receiving enough and still having financial troubles)
5.More communication from the business partner and more assurances for
employment
6.Provide help to find information on things like insurance coverage/tutors/skills
training
7.Someone to talk to about issues/concerns
8.Someone the group can talk to about issues/concerns
9.Provide assistance in resolving problems with the skills training
10.Provide assistance in resolving problems with the employer/skills instructor
Question 6
Please discuss the strengths at the community/zonal level that you feel you will have
after this project. (relating to client human resource needs)
Answer
After this project I will have:
1.More education
2.Safety courses
3.Upgraded skills
4.Better communication skills
5.Better workplace skills
6.People skills
7.Better knowledge of Service Canada and the services they provide
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Target Client Group (Focus Group Continued)
Question 7
Comments from Local Facilitator/Counsellors
1.This group is unaware of all the services that are offered in their area to assist
with finding employment
2.Most use the Employment Services Offices for public access to computers and
the Internet. They look at the job bank and view job posting
3.Most are unaware that Employment Counsellors can assist with Back to Work
Action Plans
4.Many feel very uncomfortable in a public building like Service Canada. It can
be very intimidating
5.By not having a high school diploma, their chances are limited in finding a good
paying job
6.This project is an opportunity to enhance skills and find employment
7.Most know about Service Canada and the Department of Human Resources,
Labour and Employment, but are not aware of other different services that can
assist them

Project Outcomes from some of the Community Focus Groups
Community Learning Network Teams (Stakeholders)
Question 1
What supports/resources are you aware of right now in your zone that provides
interventions/supports to this target client group?
Answer
1.Service Canada
2.Department of Human Resources, Labour and Employment
3.College of the North Atlantic
4.Private Sector
5.Department of Innovation, Trade, and Rural Development
6.Employment Assisted Services
7.Bridging the Gap Facilitators/Counsellors
8.Zone Board
9.Laubach Literacy Councils
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Community Learning Network Teams (Stakeholders) Community Focus Group
(Continued)
Answer to Question 1 Continued
10.Economic Development Corporations
11.Atlantic Canada Opportunities Agency
12.Rural Development Associations
13.Family Resource Centres
14.Ability Employment Groups
15.Health and Community Service
16.Women in Resource Development
17.Discovery Centres for Adult Learners
Question 2
If there are currently supports in your zone, are you aware of the types of services
they provide to this target client?
Answer
All stakeholders answered “Yes” and highlighted:
1.Career Counselling
2.Wage Subsidies
3.Linkages Programs
4.Business Counselling
5.Skills Development
6.Funding for Training
7.Adult Basic Education
8.Tutoring
Question 3
Do you think there are any gap areas relating to meeting the human resource needs
of the target client group?
Answer
All stakeholders answered “Yes” and highlighted:
1.General public is sometimes unaware of services provided by different government
departments or service groups
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Community Learning Network Teams (Stakeholders) Community Focus Group
(Continued)
Answer to Question 3 Continued
2.Changes within government departments are happening so fast and it is difficult to
ensure people are aware of services and programs
3.If people are not E.I. Eligible, it is usually difficult for them to acquire funding for
skills development
4.Lack of education restricts clients from making use of available resources
5.Accessibility creates problems for clients having to travel for training or services
6.There is not enough concentration on life skills
7.This target client group exists because there is a gap
8.We need to look at what we are offering, how we are offering it, and what we are
not offering
9.Getting this client group to come forward is an issue
10.It is challenging to motivate this target client group
11. Adult Basic Education, Level 1 is required
Question 4
What do you think are the obstacles/barriers faced by this target client group to
entering/re-entering into the local labour market?
Answer
1.Lack of education-low education levels
2.No adult education facility in the local area
3.People have to leave their home to find work
4.Dependency on social income support programs
5.Accessibility is an issue
6.Few employment opportunities in local area
7.No staff dedicated to addressing the literacy needs of this target group-relying on
volunteer tutors is not the most suitable way to address literacy challenges
8.Lack of knowledge about the assistance available in the zone
9.Comfort level with current financial assistance programs
10.Lack of life skills
11.Changing the mindset of this target client group
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Community Learning Network Teams (Stakeholders) Community Focus Group
(Continued)
Answer to Question 4 Continued
12.Also, changing mindset of community “How this client group is viewed by the
overall population”
13.Unstable local labour market is a barrier
14.Access to counselling services
15.Majority of this target client group have low self-esteem and confidence in their
abilities
16.Reaction to interrelating with current employees
17.The target client group is accustomed to the path of least resistance. There
needs to be a gradual integration into work experience
18.Childcare
19.Addictions (i.e. substance abuse, gambling, etc…)
Question 5
What do you perceive as being the strength areas that exist within your zone to meet
the human resource needs of the target client group?
Answer
1.Dedicated service providers
2.Human resource staff in the region
3.College of the North Atlantic can meet the training needs
4.Government departments/agencies and social/economic development
organizations have a willingness to work together to improve services in the area
5.Strong networks and partnerships
6.Recognition that there are needs not being met
7.Support from the private sector
Question 6
What do you perceive as being areas for improvement within your zone to assist in
meeting the human resource needs of the target client group?
Answer
1.Community Learning Centre
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Community Learning Network Teams (Stakeholders) Community Focus Group
(Continued)
Answer to Question 6 Continued
2.More resources available at the community level
3.Projects like Bridging the Gap: From Education to Employment that focuses on
skills enhancement to meet the needs of the private sector and the target client
group
4.Access to funding for all individuals needing skills development
5.Having a database of human resource needs
6.Highlighting to the general public the roles of different organizations
7.Increase partnerships with school
8.Level 1 Adult Basic Education
Question 7
Do you feel that all human resource interventions/supports relating to this target
client group should be consistent throughout Newfoundland and Labrador?
Answer
All areas of the province should have access to the same supports and services, but
there has to be room for flexibility based on the different socio-economic factors in
the different area. Rural areas should be considered for the same opportunities that
are available in urban areas. It is also important to note that different areas may
have different needs. While projects like Bridging the Gap: From Education to
Employment are effective in addressing the employment needs of this target client
group, differences in the needs of this client group have to be taken into account in
the way the project is facilitated.
Question 8
Do you have any suggestions/recommendations on how we can meet the human
resource needs of this target client group?
Answer
1.Information sharing has to extend beyond the “professional” circles and be more
inclusive of the community and its residents
2.Provide more information fairs
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Community Learning Network Teams (Stakeholders) Community Focus Group
(Continued)
Answer to Question 8 Continued
3.Provide more Bridging the Gap: From Education to Employment Projects
4.More formalized Adult Basic Education should be included in models like Bridging
the Gap
5.More outreach work required for this target client group
6.One-on-one counselling is necessary for this target client group and has to be
ongoing
Question 9
Final Comments/Observations from the Local Facilitator/Counsellors
1.It is a challenging and ongoing task to meet all the needs/supports for this target
client group
2.Networking and communication is very important and has to be visible at the
community level
3.Clients need to be made more aware of services available to them
4.This target client group requires one-on-one counselling, assistance and direction
on an ongoing basis
5.This target client group exists because there are so many gaps in services
6.There needs to be dedicated counsellors for this target client group
7.Community outreach is necessary to reach these clients. We have to stop
expecting this client group to come to us. Many do not know about the services that
currently exist in their areas
8.Funding (resources) for projects like Bridging the Gap: From Education to
Employment need to be more stable
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Expected Results from the Project
Anticipated Labour Market Impacts
Approximately 48 E.I. Eligible Clients who are located within Zones 17,
15, 11, and 7 will have received the human resource supports required
that will assist them in entering or re-entering into the local labour
market
Because of the human resource supports provided by the 4 Local
Facilitator/Counsellors, the selected members of the target client
group will have a broader understanding on how to prepare for entry
into the local labour market
A User Guide will be prepared and disseminated to both levels of
government, so they will have a higher knowledge base on how to address
the human resource requirements for this target client group
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Section 3
Target Client Group Traits and
Characteristics
Why Prepare a Human Resource User
Guide for this Specific Target
Client Group?
What makes this Human Resource
User Guide Different?
Workplace Essential Skills

Some Human Resource Supports
Currently Available and the Services
they Provide
“Success does not come easy and there will be many challenges along the way.
The key is to not give up.”
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Target Client Group Characteristics
There are a variety of challenges that many in this target client group
have to address prior to successfully entering or re-entering into the
local labour market. They can be categorized as “marginalized
clients” and in some instances they are clients that have “fallen through
the cracks” in our society. It would be unfair to say that all clients in the target group
have the same level of challenges or issues. With all employment counselling
services, a client meets with a service provider/counsellor on an individual basis to
discuss their own circumstances. Overall with the target group, there are similar
characteristics and traits and the intent of this Human Resource User Guide is to
highlight their generic characteristics and further define these characteristics based
on learning experiences.
Similar Characteristics
They did not complete or receive a high school, adult basic education, or
general education development certificate. Minimal academic skill sets
Some members of the client group have been away from the school system
for many years
Not valuing the importance of continuing education or life long learning
They are dependent on some form of income support program (i.e. social
assistance, employment insurance, etc…)
Thorough knowledge of the “social system”
Social barriers and lack the confidence to participate in skills learning and
seek/maintain employment
Some members of this client group have never worked before and a proper
work ethic is non-existent
Past employment comprised of primary physical labour and working in the
resource-based sectors. Preference with “hands on” experiences
Family issues (travel, child care, not a strong support unit from home, etc…)
Addiction problems (i.e. gambling, substance abuse, etc…)
Having a past history of performing illegal acts and having criminal records
Skill shortage –they do not have the necessary skills to meet the needs of the
local labour market
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Similar Characteristics (Continued)
The inability to enter into different types of post-secondary training because of
the academic entrance requirements into these institutions
The inability to become gainfully employed because they are not labour
market ready from an academic and practical learning perspective
Mobility is an issue. They cannot afford to leave their immediate area to seek
employment or participate in skills development learning

Why Prepare a Human Resource User Guide for this Specific Target
Client Group?
Based on the outcomes from the recent project facilitated by
the Random North Development Association, both the funding
agency and the development association acknowledged the
importance of sharing “best practices” and “lessons learned.”
Based
on
these
experiences,
other
service
providers/counsellors will have another resource tool that will help them become
more effective as they guide, case manage, and support members of the identified
target client group with back to work action plans.
If we are really going to be able to address a broad spectrum of needs ranging from
the time a client walks into an employment services office to the time the client has
achieved their goals, then it is important to have a good understanding and
knowledge-base of the client you are working with. Do we think about in any great
detail the actual barriers that prevent a client from entering into a skills development
program or seeking employment? What if we do, then how far can we go in our
counselling services? What if the client needs more than you can provide? Are there
other supports in place to assist this client? For this particular target client group,
interventions and supports can certainly exceed well beyond helping a client with a
back to work action plan. It is recommended to have a structured support system in
place to address all the varying needs of this client group. Section 4 under
Multidisciplinary or Community Learning Network Teams will speak more on a
suggested support system.
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What makes this Human Resource User Guide Different?
First of all, this Human Resource User Guide focuses on a specific target client
group and Section 1 helps to set the stage by highlighting the social and economic
landscape in Newfoundland and Labrador. The “Guide” not only shares best
practices/lessons learned based on actual experiences (Sections 4 and 5), it also
creates an appreciation for the target client group and the ongoing needs/supports
they require in order to achieve varying levels of professional and personal success.
Workplace Essential Skills
Skills requirements within jobs are changing, with a higher emphasis on increased
literacy and other essential skills such as communication, computer skills, problemsolving, and teamwork.
To quote the Conference Board of Canada, 2003 – “Canadian employers say the
top 5 skills they need are: reading; critical thinking, working well with others;
communication; and problem-solving – all are essential skills required in the
workplace today.”
As a service provider/counsellor, it is important to recognize that members from this
target client group may have had negative experiences while in the school setting.
There should be time allocated to assist and prepare the client if part of their back to
work action plan is to participate in some form of skills development. A logical and
positive step would be to become familiar with and understand the Essential Skills
needed for work, learning, and life. Essential Skills provide the foundation for
learning all other skills and provide clients with the opportunity to evolve and adapt to
change in the workplace.
The Government of Canada and other national and international agencies have
identified and validated 9 Essential Skills. These skills are used in almost every
occupation and throughout daily life in different ways.
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The 9 Essential Skills are:
1. Reading Text – refers to reading material that is in the
form of sentences or paragraphs. It generally involves
reading notes, letters, memos, manuals, specifications,
regulations, books, reports, or journals.
2. Document Use – refers to using lists, tables, entering
information on forms or reading information from forms,
using graphs, maps, symbols, and pictures.
3. Numeracy – refers to the workers’ use of numbers and their thinking
ability in quantitative terms.
4. Writing – includes writing texts and writing in documents and nonpaper based writing (i.e. typing on a computer)
5. Oral Communication – pertains primarily to the use of speech to give
and exchange thoughts and information
6. Working with Others – examines the extent to which people work with
others to carry out their tasks
7. Continuous Learning – examines the requirements for workers in an
occupational group to participate in an ongoing process of acquiring
skills and knowledge
8. Thinking Skills – differentiates between five different types of cognitive
functions. However, these functions are interconnected
9. Computer Use – indicates the variety and complexity of computer use
within the occupational group
The Government of Canada, Department of Human Resources and Social
Development has an excellent website that highlights Essential Skills. This site
describes how Essential Skills Profiles are linked with the 9 Essential Skills and are
used by workers in particular occupations. To date, profiles have been completed
for all occupations requiring a high school education or less. Research is currently
ongoing to complete occupations requiring university, college or apprenticeship
training.
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The Essential Skills Profiles include:
A brief description of the occupation
A list of the most important Essential Skills
Examples of tasks that illustrate how each Essential Skill is applied
Complexity ratings that indicate the level of difficulty
The physical aspects of performing the job and the attitudes that workers feel
are needed to do the job well
Future trends affecting Essential Skills
For more information on the 9 Essential Skills and the Essential Skills Profiles,
please reference the Government of Canada Website, Department of Human
Resources and Social Development. Steps to follow to access the site:
1.
http:/Canada.gc.ca
2.
Go to Departments and Agencies
3.
Click on “H” for Human Resources and Skills Development
Canada
4.
Go to Search
5.
Type in “Essential Skills”
6.
Go to Skills: General Information
7.
Then go to “Essential Skills”
8.
This will then link you to the “Essential Skills” Website

Some Human Resource Supports Currently Available
Newfoundland and Labrador and the Services they Provide

in

In Newfoundland and Labrador, there are a variety of services available to clients
interested in enhancing their professional and personal lives. Services are available
to assist clients in:
Career counselling
Job search
Employment maintenance
Employment readiness
Personal and social issues
Addressing special needs
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Currently in the province there are 14 local Service Canada Offices, approximately
100+ Employment Services Offices, 29 Regional Human Resources, Labour and
Employment Offices, and geographically disbursed Health and Community Services
Offices. Each has a defined mandate and different services that can be provided to
the target client group. The key is ensuring that members of this client group receive
consistent and continuous supports throughout all of their interventions.
Examples of Current Services Provided
Employment Assisted Services (Service Canada and Subcontracted to 3rd
Party Groups/Organizations)
To assist unemployed/underemployed individuals with recognized
barriers to employment, develop solid return to work action plans with
realistic, achievable, attainable and measurable goals in the areas of
job search, career decision making, skills development and
employment maintenance, resulting in the successful integration or re-integration
into the labour market.
Some Services Provided:
9 Free Internet Access-Career Related
9 Free Photocopying Services-Career Related
9 Free Faxing Services-Career Related
9 Free Job Advertising
9 Information on Education & Training Options
9 Local Job Listings
9 Service Canada Job Bank Listings
9 Assistance with Resumes & Cover Letters
9 Assistance with Interview Skills
9 Career Resource Centre
9 Business Information
9 Employment Counselling
9 Career Decision Making Assistance
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Examples of Current Services Provided (Continued)
Employment Assisted Services (Service Canada and Subcontracted to 3rd
Party Groups/Organizations)
Some Services Provided: (Continued)
9 Labour Market Information
9 Assistance with Job Search Techniques
9 Information on Income Benefits
9 Information on Employment Benefits
9 Available for Group Presentations
9 Available for School/Employer Visits
9 Various Applications Available
(Source: Random North Development Association’s Website: www.randomnorth1980.ca)

Regional Human Resources, Labour and Employment Offices
The Department of Human Resources, Labour and Employment’s programs, along
with valuable partnerships with other levels of government and communities across
the province, ensure that everyone has equal access to career development
resources and employment opportunities, so they can build the future of
Newfoundland and Labrador together.
Some Programs and Services available include:
9 Career and Job Search Information Services
9 Employment Counselling Services (for eligible clients)
9 Labour Market Agreement for Persons with Disabilities
(LMAPD)
9 Employment (wage subsidy) Programs
9 Community Partnerships
9 Youth Services
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Examples of Current Services Provided (Continued)
Regional Human Resources, Labour and Employment Offices (Continued)
To be eligible for Employment Development Supports participants must:
9 Be in receipt of income support benefits;
9 Be “Ready to Earn”- Individuals who are interested in and (with the supports
and services available through HRLE) ready to return to work within 6 months
to 1 year;
9 Be non E.I. eligible which is defined as:
o
o
o

Currently not receiving E.I. benefits:
Have not received E.I. benefits within the last three years; or
Have not received E.I. maternity or parental benefits within the last five
years.

Description:
Eligible individuals, through the development of an employment plan, will identify
what they need in order to achieve employment. An Employment Plan may include:
•

•

•

Job Search Counselling and Supports (i.e. job search, interview skills,
resume writing) - These types of supports may be delivered either individually
or in group sessions.
Short-term Training - Where programs are not eligible for funding by
Student Aid, individuals may obtain funding to pay for short-term training in an
area linked to potential employment.
Other Supports - Other supports identified in the employment plan may be
available to assist with employment.
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Health and Community Services
Mission
The Department of Health and Community Services will ensure that the
people of Newfoundland and Labrador have access to services and
programs enabling individuals, families and communities to achieve optimal health.
Today, Addictions Services in this province are administered through the 4 Regional
Integrated Health Authorities: Eastern Regional Integrated Health Authority, Central
Regional Integrated Health Authority, Western Regional Integrated Health Authority
and Labrador-Grenfell Regional Integrated Health Authority.
They are responsible for:
Coordinating alcohol, other drugs, and gambling education, prevention and treatment
services within Newfoundland and Labrador. These services and programs are
offered through any of the regional offices under the Regional Integrated Health
Authorities located across the province.
Philosophy
The philosophy of Addictions Services is that alcohol, other drug and gambling
dependencies affect every area of an individual's life (physical, psychological, social
and spiritual). Their approach, therefore, is to provide a variety of program
components, which focus on all these needs. They encourage a healthy and positive
lifestyle by providing an environment in which clients and their families may gain the
knowledge, skills, and support to facilitate change. They provide a range of
community based treatment and intervention services to effectively meet the needs
of each individual.
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Examples of Current Services Provided (Continued)
Health and Community Services (Continued)
Other Services Provided include:
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9
9

Family Services
Family Support Service
Voluntary Care Agreement
Child Welfare Allowance
Youth Services
Non Residential Youth Services
Residential Youth Services
Protective Intervention
Adult Programs
Senior Programs
Cross Lifecycle Programs (Disability Services, Mental Health Services,
Addictions Services, Youth Correction Services)
Disability Services
Special Child Welfare Allowance Program
Community Behavioural Services
Direct Home Services Program
Social Work Services
Autism 2 Year Pilot Project
Model for Co-ordination of Services for Children/Youth
Community Living and Supportive Services for Adults with Disabilities
Co-operative Apartment Program
Home Support Services Program
Special Needs Board and Lodging Supplement
Flat Rate Allowance
Other Special Needs Funding/Community Access
Special Assistance Program

(Source: Government of Newfoundland and Labrador’s Website: www.gov.nl.ca)
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Collaboration
The key for this target client group is to ensure that there is a collaborative,
supportive, and ongoing approach in place that will address all of their social
and economic barriers to entering/re-entering in the local labour market.
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Section 4
Requiring Different Interventions
and Supports
Suggested Counselling Techniques
and Procedures
Multidisciplinary or Community
Learning Network Teams

“The most important thing in this life is to help others to win.
Even if that means slowing down and changing our own race.”
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Requiring Different Interventions and Supports
The most important point to recognize about this target client group is that they do
require different and continuous interventions and supports. Many of these
individuals are not aware of the services and supports available to them in their area.
Section 3 highlights a variety of services available in the province. It can be quite
intimidating for someone who has minimal education and low confidence/self-esteem
to even walk through the door of a government office.
Most service providers/counsellors are familiar with Maslow’s Hierarchy of Needs
and when counselling a client from this target group, it is important to recognize that
many of these clients have not exceeded beyond “Physiological Needs and Safety.”
In some shape or form we all guide ourselves by Maslow’s Principles. Personal and
professional fulfillment depends on each individual person and the environmental
surroundings in which they live. Please reference below Diagram 1, Page 70.
Remember the majority of this client group is dependent on some form of social
income support and many have been in an “intergenerational cycle” of dependency
since they were born. If a person grows up in an environment where
grandparents/parents never worked or completed different levels of schooling, then
how can they appreciate the freedom and knowledge that goes with higher education
and going to work each day. As the saying goes “learning begins at home.” If the
value of life-long learning and a good work ethic is not instilled at home, then how
can it be expected that members of this client group can immediately change their
lives around in a short time period. For the service
provider/counsellor, it takes a variety of supports
and interventions and most importantly time,
patience, commitment, open communication, and
understanding to be able to work effectively with
this client group.
Diagram 1
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Suggested Counselling Techniques and Procedures
1. Building Trust and a Strong Relationship with the Client
Based on experiences, the 4 Local Facilitator/Counsellors that participated in the
project sponsored by Random North Development Association identified that there is
no one solution when working with members of this client group. What was identified
was the importance of a strong support unit. “One size does not fit all” and even
though many clients had similar characteristics and traits, each had their own
individual strengths and barriers. The key is building trust and a strong relationship
with the client – and this takes time.
2. Going a Step Beyond
Even though, some of the counselling supports may extend beyond
the mandate of the service provider/counsellor, it is critical to have a
thorough appreciation of the client and their needs. Getting to know
the whole person is a natural progression step with any counselling
experience. How you work with this client and identify external
supports (if necessary) is the next step. For example: if the mandate of the
service provider/counsellor is to assist the client with a back to work action plan and
this client has many other “underlying social issues,” then it is realistic to assume
that this client will be challenged and may not succeed if they identify skills training
as a step in their back to work action plan. The “underlying social issues” have to be
addressed prior to any major intervention or a strategy has to be in place to assist
the client while they participate in skills enhancement. Remember, when working
with members of this target client group ongoing supports will be necessary. A client
cannot go into an intervention with only periodic follow-ups. Follow-ups have to be
consistent and in short-term intervals (weekly/bi-weekly and sometimes more
frequent if necessary.)
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3. A Team Approach
If a client requires external supports, then it must be approached in a way so that it is
not threatening or overpowering. We almost have to think of the analogy of “one
stop shopping” when working with and counselling members of this client group. If a
client is comfortable with one counsellor, then how do we build a strong support unit
for this client without making him/her feel intimidated? A Multidisciplinary Approach
could be the answer. More details on the Multidisciplinary Approach will be provided
in this section.
4.Knowing the Support System for the Client
Having some personal (family) background on the client and
understanding the client’s living environment is an important
element. If the client does not have a good supportive family
unit, then this can have an impact on having positive outcomes for this person.
Without the home supports, then it is critical to have a strong support system
professionally in place for the client. This could be the first time someone has
actually reached out to help this person. Remember low self-esteem is a common
trait for this client group and this client could be looking to you, their counsellor as
their support unit.
5. Following the Employability Dimensions of Counselling
Documenting client interventions and using the employability dimensions as a guide
helps maintain focus and is a good basis for follow-up with the client. Section 2
provided Sample Documentation Forms used in the project facilitated by the
Random North Development Association. The Sample One-On-One Documentation
Form was developed around the Counselling Employability Dimensions and was an
efficient tool that ensured accountability and follow-up.
Most service
providers/counsellors have standardized documentation and accountability tools. For
example: the Accountability Resources Management System (ARMS). For this
target client group it is recommended that more defined documentation forms be
also used to complement existing standardized tools. The sample documentation
forms in this User Guide can be reproduced or modified to address individual needs.
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6. Expecting the Unexpected
This client group is very comfortable and familiar with the social support programs.
For many there is a strong dependency on income support and it has been a “safety
net” for them. It is very difficult for these clients to make that transition and to feel
confident enough that they can be financial contributors in their community. One
day, a client may be full of optimism and then the next day full of anger. A service
provider/counsellor has to be prepared to handle varying ranges of scenarios and if
they cannot deal with the situation, have the supports in place to move forward
quickly. Our goal is to assist this client to make the transition from income support to
successful entry/re-entry into the labour market.
7. Being Available
Making time and being available is so important for this client group. Service
providers/counsellors have full and busy schedules and in some cases are not
available for a week or longer. Highs and lows come very quickly for this client
group and a client on short notice can up and quit an intervention because of
something that happened in their day. What happens then? Does this client have to
wait a week or more to see their counsellor? If this is the case, then this will not
work for this client group. Time has to be allocated on a daily basis just in case of an
emergency situation. If you are unable to see the client and commit a period of time
for discussion, then it is so important for the counsellor to meet with the client even if
it is for 5 minutes, just to assure the client and set a time for later that day or the
following day. If issues are not addressed immediately, they could escalate and the
client could terminate all connections. It can happen very quickly, all of the time and
work spent with the client could be over because the counsellor did not have the time
to meet with this client at that particular time. This does not mean that the counsellor
has to be “on call,” they just need to recognize that this client group requires special
attention and ongoing supports.
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8. Being Accessible
In some cases, there has to be enough flexibility for the service provider/counsellor
to meet with a client in a neutral location outside of the established counsellor’s
office. Many members of this client group do not have a valid driver’s license or
have access to a vehicle to attend counselling sessions.
9. Handling a Situation
Something that we may view as insignificant can be viewed as being very significant
by some members of this client group. Remember with education comes knowledge
and the ability to handle different situations in the appropriate manner. A good
example is distinguishing between personal and professional problems. Clients who
have many social challenges cannot leave family matters behind when they are in an
intervention like skills training. If a client is insecure and a comment is made and
taken out of context, this can become a significant issue for the client. Role playing
is a good proactive approach that can help the client work through different
scenarios and better prepare them to handle different situations that they may
encounter.
10. Appreciating Past Work Experiences
Many members of this client group have employment backgrounds linked to the
primary resource-based sectors. They like to work “hands on” because they have
more experience with labour intensive work. Clients who have worked in these fields
have a confidence in this area and may feel threatened if they have to participate in
learning or work that requires reading, document usage, or numeracy. As a service
provider/counsellor, one area that is covered with a client focuses around career
interests and suitability. With the constant changes in the workplace today (even in
the resource-based sectors), it is important to discuss and prepare your client with
the demands and requirements of labour market. Section 3, Workplace Essential
Skills (Page 60 to 62) maybe a good starting point with your client.
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11. Addressing Negative Attitudes
How can you turn a negative into a positive? A similar trait for this client group is
only seeing the negative and this can be equated to having a variety of negative
experiences both personally and professionally (i.e. in school, at home, etc…) As a
service provider/counsellor work with the client to achieve initially short-term
successes and then build gradually on these successes. Explain to the client that
there are no “quick fixes” and it is o.k. to make a mistake-just because you make a
mistake, it does not mean that this was negative. It means we can learn from the
experience and move forward in a positive direction. Clients need to see and
understand that if you do not succeed the first time, then “try, try, again!”

Multidisciplinary or Community Learning Network Teams
It is highly recommended to any provider that provides
counselling services to members of this target client
group to have a Multidisciplinary or Community Learning
Network Team in place. This team is a professional
support unit for both the counsellor and the client and
re-enforces all interventions/supports provide to that
client.
Who should be a part of this team?
The service provider/counsellor should determine who should be represented on this
team. It is recommended not to exceed 6 members on the team and to consider
including representation from:
Service Canada Representative
Department of Human Resources, Labour and Employment (Career
Development Specialists/Social Worker)
Health and Community Services (Mental Health/Substance Abuse
Counsellors)
RCMP (Parole Officer)
Employment Counsellor
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Multidisciplinary or Community Learning Network Teams
(Continued)
It is also recommended that members on this team sign a “Confidentiality
Agreement” because individual client cases will be discussed. As well, clients would
sign a “Release of Personal Information Consent Form.” There is a sample of a client
release form in Section 2 that can be used as a template or reproduced. Clients
would be informed of the roles and responsibilities of the team and how all
information discussed pertaining to their personal cases would be confidential.
Team Communication
Because timing is a factor when addressing a particular client issue/concern/situation
and in person meetings take time to co-ordinate, it is recommended to establish an
effective communication strategy (i.e. set-up a listserv via the Internet for your team,
organize a telephone link, etc…) By taking this approach, any client issues can be
addressed and discussed in a short time period, with the goal to have some “quick”
resolve (if possible) and to be able to proceed forward with counselling services.
Roles and Responsibilities
The Multidisciplinary or Community Learning Network Team should meet in person
at least on a quarterly basis to:
Discuss the overall progression of clients
Discuss different strategies to address consistent client
issues/challenges
Discuss similarities and differences relating to the target
client group and explore mechanisms to assist in the
counselling process
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Section 5
Exploring Similar Situations
and Different Approaches
Variables
Case Studies

“It is up to you to decide what path in life you want to follow.”
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Exploring Similar Situations and Different Approaches
Over time and based on experience from the recent project facilitated by the
Random North Development Association, it became very evident early in the project
what the main barriers this target client group had to staying and completing skills
development or even entering/re-entering into the local labour market.
Section 5 will highlight a variety of Case Studies based on some of the counselling
experiences the 4 Local Facilitator/Counsellors had while they participated in
Random North Development Association’s Project. These Case Studies are by no
means “all inclusive,” but it will provide service providers/counsellors who work with
this target client group with insight on how to more effectively address different
situations.
First, take a moment and think about a Bell Curve and
this target client group. A Bell Curve shows that the
normal distribution is the curved shape of a graph that is
highest in the middle and lowest on the sides. When
counselling this client group, quality of life and understanding the “real” needs of
these clients play a major role with all counselling interventions. Each client may be
at different stages along the Bell Curve and progress can be slow. When there is an
opportunity, there is hope, as long as the client accepts this opportunity. Many may
need a guiding hand and allot of positive constant re-enforcement from the service
provider/counsellor and support team. Even when the client gives up on himself or
herself and as a service provider/counsellor you know that they just need that extra
push, continue to be there.
Before sharing some Case Studies, it is important to highlight the Variables that may
infringe on a client’s progress and to state again the main counselling areas from the
project with Random North Development Association. Please Note: that all
counselling interventions/supports were based around the Counselling Employability
Dimensions and Case Studies were prepared based on different
supports/interventions provided to the target group clients who participated in this
project.
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Variables that many infringe on client progress
Minimal education
Low self-confidence/self-esteem
Minimal or no work experience
Family issues
Addiction problems (i.e. gambling, substance abuse, etc…)
Criminal records and violations with the law
Not receiving ongoing and consistent supports from the service
provider/counsellor
Based on generic characteristics and traits for the target client group below
were the main areas of counselling identified by the 4 Local
Facilitator/Counsellors
Decision Making (Life Skills)
- Assertiveness verses aggressiveness (i.e. clients threatening to leave
an intervention when everything did not go the way they wanted it to
go)
- Demonstrating emotional control (i.e. violent and emotional outburst
instead of talking through a challenge or an issue)
- Participating in teams to express collective concerns
- Conflict resolution
- Exploring personality profiles
- Organizational skills
- Team building
- Problem solving
- Proper communication skills
- Having a positive attitude
- Admitting to being incorrect and exploring scenarios to addressing
different situations
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Based on generic characteristics and traits below were the main areas of
counselling identified by the 4 Local Facilitators/Counsellors (Continued)
Personal and Social Issues
- Family management (i.e. spouses not having employment, child care
issues)
- Addictions (i.e. referring clients to more specialized counsellors in
related addictions fields)
- Stress management (i.e. identifying manifestations of stress, exploring
good and bad stressors, using stress management techniques,
identifying intervention techniques)
- Financial management (how to manage a personal budget)
- Receiving their income on time
- Time management (list and prioritize tasks, using planning
worksheets, developing schedules)
Employment Readiness
- Preparing clients for potential employment with
the project’s identified business partners
- Addressing conflict between clients and business
partners
- Clients understanding the benefits of skills development
- Clients engaging in skills development and understanding their roles
and responsibilities
- Accountability
- Dealing with absenteeism (major issue for this target client group)
Job Search
- Good employers/employee relationships
- Identifying employer expectations of the employee
- Good work ethic (responsibility, showing up to work
on time, fulfilling assigned work duties, calling the
employer if not available for work)
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Based on generic characteristics and traits below were the main areas of
counselling identified by the 4 Local Facilitators/Counsellors (Continued)?
Job Search Continued
- Being adaptable to change
- Respect for other people’s property
- Contributing to the reputation of the company’s image
Case Studies
The Case Studies on Pages 81 to 102 followed the following framework and were
approached in a generic (i.e. his/her) context.
1. Employability Dimension (Title/Subheading)
2. How did you address the situation?
3. What types of supports/interventions were required?
4. Did you have to include other stakeholders/resources?
5. What was the time factor?
6. What was the follow-up, if any?
7. What were the outcomes?
8. Your recommendations to other counsellors who may be in this type of
situation
Case Study 1
Personal and Social Issue - Confrontations
Situation: Counsellor was going to meet a client at the local college campus while
the client was participating in a skills development intervention. The client was
crying and wanted to leave the intervention because of personality conflicts with
other training participants and the employer involved in the skills development
intervention.
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Case Study 1 (Continued)
Personal and Social Issue – Confrontations
Addressing the Situation: Counsellor met with the client in a quiet room and talked
with the client until the client stopped crying. Client then explained what had
happened and how another participant in the skills development intervention had
become confrontational and wanted to start a fight. Client was tired of constantly
being “picked on” by others. Counsellor then tried to put the whole situation into
perspective and for the client to look at everyone’s position in the situation.
Supports and Interventions: The counsellor and the client discussed some different
strategies just in case there may be future confrontations. As well, the counsellor
and client discussed some other possible interventions so the client could continue
to remain in the program.
Including Other Stakeholders/Resources: The counsellor consulted with the support
team regarding looking at maintaining this client in the skills development program
and exploring other training interventions with another employment partner.
Time Factor: For this client ongoing interventions was a requirement.
Follow-up: Arrangements were made with the client to discuss other possible training
options, but with a focus on the same theme of the project. To work with the client to
improve work ethic and responsibility. More counselling was required around life
skills and making a transition from income support into the workplace.
Outcomes: A new training site was identified and this client is now participating in an
intervention more suited to the client’s interests and abilities.
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Case Study 1 (Continued)
Personal and Social Issue – Confrontations
Recommendations Based on Experience: This client required external counselling
supports (i.e. mental health or ability employment). It is important to recognize the
difference between a client wanting to participate in skills development and being
able to participate in skills development. A client who requires more than one
intervention or a variety of different counselling services still has a long road ahead
before they are ready to enter/re-enter back into the local labour market.
Case Study 2
Employment Readiness – Was the client ready for a skills
development intervention?
Situation: Counsellor received a call from the project’s employment partner stating
that one of the clients participating in the skills development intervention was acting
immature at the workplace, was displaying a negative attitude, and calling in sick on
too many occasions. Employment partner wanted the client removed from the
practical learning and this was told to the client.
Addressing the Situation: The counsellor waited a short period, giving the client the
opportunity to make initial contact. When this did not happen, the counsellor made
contact with the client and requested that they meet immediately. The client did not
disagree or agree with what had happened and understood the position the business
partner was making. This client enjoyed the practical learning of the skills
development intervention, but was having some personality conflicts with some of
the other clients in the program and was unsure if this was the right intervention.
Supports and Interventions: It was agreed that the client would remain in the
academic component of the skills development program until the client learned more
life skills. The counsellor would then approach the employment partner regarding
this client continuing with practical learning. Client was also asked to contact the
counsellor on a weekly basis to provide an update on progress.
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Case Study 2 (Continued)
Employment Readiness – Was the client ready for a skills development
intervention?
Including Other Stakeholders/Resources: Consulted with the Educational Provider,
College of the North Atlantic, and the Employment Partner.
Time Factor: For this client weekly counselling sessions would be required in order
for this client to be successful and complete the skills development program.
Follow-up: The counsellor met with the employment partner and informed them of
the intervention now in place for this client. A meeting was also held with the training
instructor to discuss adjusting the skill sets for the client for a one month period.
Outcomes: At the end of one month, the employment partner agreed to give the
client another chance. During the time the client was in the classroom participating
in academic learning, the client did learn allot about his/her personal and
professional goals. The client decided to complete the program and then pursue
other interventions more suited to his/her interests and abilities.
Recommendations Based on Experience: Clients who are unsure of what they want
to do even after making a decision to try an intervention require continuous
counselling supports while they are participating in the intervention. If a client is
referred into a skills intervention, then follow-up on a regular basis is a necessity.
They need constant guidance. Intensive counselling is required prior to a client
entering into a skills intervention and in some cases this may not be enough.
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Case Study 3
Employment Readiness – Was the client ready for a skills
development intervention?
Situation: Counsellor received a call from the project’s employment
partner stating that one of the clients participating in the skills
development intervention was not performing the practical duties and showing a lack
of interest in the workplace.
Addressing the Situation: The counsellor set up a meeting with the client to discuss
the intervention and if there were any external factors affecting his/her performance
at the worksite. At first, the client became very defensive, but then started to take
some ownership for his/her actions. The client admitted he/she was not showing
their true potential and that he/she would work allot harder.
Supports and Interventions: Counsellor informed the client that if there were other
issues to contact the counsellor so they could discuss them together.
Including Other Stakeholders/Resources: Consulted with the Employment Partner.
Time Factor: For this client, weekly counselling sessions would be required in order
for this client to be successful and complete the skills development program.
Follow-up: The counsellor met with the employment partner the following day and
informed the employment partner that counselling sessions would be ongoing with
the client.
Outcomes: The client apologized to the employment partner and committed to
working harder in the program. The employment partner was very impressed with
the client’s attitude and willingness to try harder.

85

The Sky’s the Limit
A Human Resource User Guide Targeting a Specific Client Group
Case Study 3 (Continued)
Employment Readiness – Was the client ready for a skills development
intervention?
Recommendations Based on Experience: Prior to this intervention, this client had no
work experience. There was no accountability and the client did not know how to
behave in a work environment. Clients who have no previous work experience
require continued supports and counselling while they participate in interventions like
skills development. It is a learning curve for the counsellor and the client because
the client may not be ready for the intervention.
Case Study 4
Employment Maintenance
Situation: A client is on probation through the court system and in order for this client
to work or attend skills training; a progress report to the probation officer is required
from the counsellor on an ongoing basis.
Addressing the Situation: The counsellor received a telephone call from the
probation officer requesting information on the skills development intervention the
client was participating in. A letter was sent to the probation officer highlighting the
intervention and the new skills this client would achieve as a result of the
intervention.
Supports and Interventions: Counsellor provided ongoing supports to the client and
was unaware of the client’s past criminal record until the counsellor received a
telephone call from the probation officer. Prior to this telephone call there was some
issues with absenteeism as well.
Including Other Stakeholders/Resources: None.
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Case Study 4 (Continued)
Employment Maintenance
Time Factor: One to two days to gather the information for the probation officer.
Follow-up: Monthly written updates had to be provided by the counsellor to the
client’s probation officer.
Outcomes: Absenteeism stopped being an issue for this client and this client fully
understood the importance of completing the skills development intervention.
Recommendations Based on Experience: In many cases there are many external
factors that as a counsellor you are not privy to (personal knowledge) about the
client. Expect the unexpected and a Code of Conduct may have to be requested in
some cases. Counsellors need to be fully prepared, so they are able to deal with
more challenging situations.
Case Study 5
Personal and Social Issues – Financial Management
Situation: A client was having challenges with personal budgeting
while participating in the skills development intervention. The client was not use to
budgeting because the client was dependent on income support as their main source
of income. Pervious to this intervention the client did not have to worry about
budgeting money for rent, travel, etc… The client had missed time while in the
intervention and had used all family leave and sick time. Client was given the
opportunity to make up time missed, but decided to go to income support requesting
monies missed.
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Case Study 5 (Continued)
Personal and Social Issues – Financial Management
Addressing the Situation: The counsellor arranged for a course to be facilitated on
Financial Management while the client participated in the skills development
intervention. As well, the counsellor consulted with the Career Development
Specialist (CDS) and the CDS also met with the client. Client was given an
opportunity to make up time missed.
Supports and Interventions: The counsellor monitored the client and provided
supports when the client was challenged with budgeting the amount allocated for the
intervention. As well, the client had the option to make-up missed time.
Including Other Stakeholders/Resources: Consulted with the Career Development
Specialist.
Time Factor: Ongoing throughout the intervention.
Follow-up: Consultation with the Career Development Specialist continued regarding
this client and dependency on income support.
Outcomes: The client learned very quickly that time could be missed and instead of
making up the time in the intervention, the client could go back to the income support
unit and request the monies taken from their cheque due to absenteeism.
Recommendations Based on Experience: Consultation is required with the financial
partners (i.e. Service Canada and the Department of Human Resources, Labour and
Employment) prior to clients entering into a skills intervention. It is important for the
counsellor to have a thorough knowledge of government legislative relating to this
client group. There will not be success, if a counsellor is doing one form of
intervention to assist the client and the financial source for the intervention cannot be
fully endorse because of written legislation.
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Case Study 6
Employment Maintenance – Academic Upgrading
Situation: A client was interested in obtaining his/her
General Education Development (GED) Certificate
while participating in another intervention.
Addressing the Situation: The counsellor assisted the client by gathering
information on preparing for and writing the GED.
Supports and Interventions: The counsellor supported and encouraged the client to
pursue this goal.
Including Other Stakeholders/Resources: Contact was made to the Provincial
Department of Education and the Educational Provider, College of the North Atlantic.
Time Factor: Based on time good for the client.
Follow-up: The counsellor contacted the College of the North Atlantic to ensure the
necessary GED book was purchased for the client.
Outcomes: Client to work towards preparing for his/her GED. Client was also offered
full-time employment after completing the skills development intervention.
Recommendations Based on Experience: Always continue to encourage and praise
the client no matter had large or small the accomplishment. It is a boost to help the
client achieve their professional goals.
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Case Study 7
Job Search – Good Work Ethic
Situation: The counsellor received a telephone call from the client
fearing that he/she would not be offered employment with the employment partner
after completing the skills development intervention. The client was fully aware of
their lack of interest, commitment, and responsibility given to the employment
partner.
Addressing the Situation: The counsellor informed the client that a workplace
assessment review would be completed on each client and that it was important for
the client to change his/her attitude and mindset if they wanted employment at the
end of the skills development intervention.
Supports and Interventions: Counsellor provided ongoing counselling supports to the
client and met with the client on a weekly to bi-weekly basis depending on the need.
Including Other Stakeholders/Resources: Consulted with the Employment Partner
and the Training Instructor.
Time Factor: Ongoing throughout the skills development intervention.
Follow-up: The counsellor met with the client on a regular basis and was accessible
to the client when there were immediate challenges/issues.
Outcomes: No matter how many supports and interventions that the counsellor
provided to the client, it was never enough. The counsellor could only provide the
client with the necessary tools.
Recommendations Based on Experience: When a counsellor provides an
opportunity, it is the client’s decision to accept this opportunity and be willing to
contribute. The counsellor can provide the necessary services, but it is up to the
client how they want to utilize these services.
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Case Study 8
Personal and Social Issues- Stress Management
Situation: This client is a youth with a spouse and two young
children and is renting a home in the community. The client had
just recently returned from outside of the province and is currently enrolled in a skills
development intervention in the local area. The client has indicated that his/her
spouse’s EI claim is about to expire and the only source of income they will have is
the client’s employment insurance. The client is unsure if he/she can continue with
the skills development intervention because of financial responsibilities.
Addressing the Situation: The counsellor immediately met with the client and the
client’s spouse at their home because both were very stressed by the whole
situation. The client did not want to quit the skills development intervention, but felt
that if he/she were going to meet his/her financial obligations, he/she would have to
find a job immediately.
Supports and Interventions: The counsellor met with the client on a continual basis to
discuss the importance of continuing with the skills development intervention. The
counsellor also consulted with Service Canada and the Department of Human
Resources, Labour and Employment regarding the spouse’s situation. The
counsellor assisted the spouse with a Targeted Wage Application and the spouse
was able to find employment in the local area. This relieved so much stress for this
family and the client was able to continue and complete the skills development
intervention.
Including Other Stakeholders/Resources: Consulted with Service Canada, the
Department of Human Resources, Labour and Employment, and Skills Development
Instructor.
Time Factor: Ongoing until the issue was resolved.
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Case Study 8 (Continued)
Personal and Social Issues- Stress Management
Follow-up: Counsellor continued to monitor and communicate with the client and
spouse throughout the skills development intervention.
Outcomes: Client continued and completed the skills development intervention and
the spouse was approved for a Targeted Wage Subsidy Program and found
employment in the community.
Recommendations Based on Experience: Take a personal approach because this
client group requires extra supports. When a client has been identified as being “at
risk” to leave an intervention, keep in constant contact and act quickly to assist in
problem-solving strategies. Be persistent because often the client is unaware of
what to do next, who to contact, or where to go for help. Do not take it for granted
that the client knows how to contact government departments/agencies for
information. Work with the client and if necessary contact the agencies on their
behalf (with their permission and in their presence.) If appropriate include others in
your intervention. They may be able to assist in finding a solution.
Case Study 9
Decision Making – Life Skills
Situation: A client and his/her family were living with family members
while waiting for repairs to be completed on their home. This client was
a fairly talkative individual, opinionated, negative, and wanting to be the
centre of attention. The client was also very sensitive to criticism-perceived or real.
Addressing the Situation: The counsellor identified that this client required intensive
life skills maintenance.
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Case Study 9 (Continued)
Decision Making – Life Skills
Supports and Interventions: The counsellor provided ongoing supports to the client
and worked with the client on life skills. The counsellor also engaged in role playing
with the client relating to how to address different situations.
Including Other Stakeholders/Resources: Consulted with the Skills Development
Instructor.
Time Factor: Ongoing until the client decided to leave the intervention and move out
of the province to obtain insurable hours.
Follow-up: The counsellor continued counselling and provided support to this client
while he/she continued in the intervention.
Outcomes: Even with all of the supports and interventions provided, the client still
decided to leave the skills development intervention and seek employment (14
weeks of insurable hours) outside of the province.
Recommendations Based on Experience: Interventions for clients who have
challenging personality traits require immediate attention. The longer the negative
behaviour persists, the more likely the client will influence others involved in a joint
intervention. Involve external professional counselling services where available and
appropriate. One-on-one discussions are often the most effective approach to take
when identifying the negative behaviours. Take every opportunity to highlight any
areas for improvement and work with the client to instill a more positive image.
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Case Study 10
Employment Readiness – Dealing with Absenteeism
Situation: A client was missing many days of skills learning without a valid
reason. This was upsetting to other project participants, project co-ordinators,
and the employment partner. The issue around absenteeism was not creating a
positive image with the employment partner and chances for employment was nil.
This client was also leaving the practical learning whenever the client wanted to
leave. The client was just not being responsible.
Addressing the Situation: The counsellor met on a continuous basis with the client
and the project planning team to try to resolve this issue. The client was given
several warnings, but to no avail and the client continued to miss time in the
program.
Supports and Interventions: The counsellor provided ongoing supports to the client
and worked with the client on what types of negative impacts this was having relating
to gaining employment at the end of the program.
Including Other Stakeholders/Resources: Consulted with the Employment Partner
and Project Planning Team.
Time Factor: Ongoing until the client was removed from the program.
Follow-up: The counsellor continued counselling and provided support to this client
until the client was removed from the program.
Outcomes: Even with all of the supports and interventions provided, the client still
was removed from the program. This client lost all creditability with the employment
partner and lost the respect of the other clients in the program who were giving
100% of their efforts to the project.
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Case Study 10 (Continued)
Employment Readiness – Dealing with Absenteeism
Recommendations Based on Experience: The client was a youth and had very little
experience in the workforce. The client required more interventions relating to
proper work ethic and life skills prior to entering into a skills development
intervention.
Case Study 11
Decision Making – Life Skills
Job Search – Good Employer/Employee Relations
Situation: While involved in a skills development intervention, two clients decided to
leave the practical learning without any notice or reason. The clients walked past the
employment partner and the local facilitator/counsellor and left the project site.
Addressing the Situation: The counsellor met with both clients the following day to
discuss what they had done and the repercussions for their actions. The clients did
not realize what type of negative impact it made on the employment partner
Supports and Interventions: The counsellor provided ongoing supports to the two
clients and worked with the clients on proper work ethics. The clients decided that
they owed the employment partner an apology and an explanation.
Including Other Stakeholders/Resources: Consulted with the Employment Partner
and Project Planning Team.
Time Factor: Two to three weeks of continuous counselling.
Follow-up: The counsellor continued to meet with these clients on a regular basis
until the skills development intervention was completed.
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Case Study 11 (Continued)
Decision Making – Life Skills
Job Search – Good Employer/Employee Relations
Outcomes: Both clients improved on their work ethic and are now employed with the
employment partner.
Recommendations Based on Experience: Address an issue immediately or it can
escalate out of control. Without the proper supports and interventions for both of
these clients, they would not have gained employment with the employment partner.
Accountability is so important and clients need to be made fully aware of their
actions.
Case Study 12
Personal and Social Issues – Substance Abuse
Situation: This client had many issues that went beyond the scope of what the
counsellor or skills development instructor were capable of dealing with without
external supports and interventions. Specifically, this client had issues surrounding
substance abuse. The client refused to seek help even after consistent attempts by
the counsellor. The client was not regularly attending class and sometimes was
absent for two or more days in a row, citing the fact that there was nothing anyone
could do about it. Client was eventually placed on academic probation by the
educational provider.
Addressing the Situation: In conversation with this client, the client admitted an
addiction problem. Client disappeared for the second time, missing about 5 days of
skills training and after speaking with the client, it was evident the client would not be
returning to the skills development intervention. It took several days before the
counsellor could locate this client and then the client informed the counsellor that
he/she would not be returning.
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Case Study 12(Continued)
Personal and Social Issues – Substance Abuse
Supports and Interventions: Client met with counsellor on a regular basis.
Sometimes the client was very accommodating and seemed determined to get
his/her life together and other times the client was not willing to work towards
successfully completing the skills development intervention. Client did not get along
with the skills development instructor and on many times created problems in the
classroom. The client was very aware that these “social habits” were negatively
impacting his/her success in the skills development intervention, but seemed not to
care about the circumstances. Many meetings centered on developing goals for this
client, so that the client would not feel overwhelmed by everything at once. The
response from this client varied from day to day, ranging from a very positive attitude
to a very negative attitude.
Including Other Stakeholders/Resources: Consulted with the Instructor and
Educational Provider.
Time Factor: From the time the client started the skills development intervention to
the time the client quit the intervention.
Follow-up: Until the client left the intervention.
Outcomes: Several attempts were made to contact the client after the client quit the
skills development intervention. The counsellor has since found out the client has
left the province to go to work.
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Case Study 12 (Continued)
Personal and Social Issues – Substance Abuse
Recommendations Based on Experience: It is so important for counsellors to have a
support team to assist with clients who have challenges such as substance abuse.
This client was not ready for a skills development intervention. The client required
external counselling supports relating to substance abuse prior to focusing on career
development and back to work action plans. If a counsellor does have a client who
has issues around substance abuse, keep communication open and recommend
necessary supports this client will need. It is up to the client to decide if they want
these supports - it cannot be forced.
Case Study 13
Job Search –Showing up to Work on Time and being Responsible
Situation: Client had transportation issues throughout the summer and
therefore was not able to arrive at the jobsite on time. Initially, the client
had decided to leave the work-term until the counsellor met with the client
to discuss his/her options. This client wanted to complete the prerequisite
work experience and resume the skills development intervention in the fall, but had
the habit of quitting as soon as things got a little tough. Client does own a car, but
does not have a valid driver’s license.
Addressing the Situation: Client was subsequently fired from the job, as he/she was
leaving a day early and returning a day late to the job site. Client still wanted to
complete the academic component of the skills development intervention. This issue
was discussed with the support team. It was decided that it would be up to the
funding support agency if they would continue funding this individual. The funding
support agency requested a letter from the client stating why this client feels he/she
should be allowed to continue with the skills development intervention. The
employment partner also stated that employment is a possibility if this client can
prove he/she is capable of completing the academics.
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Case Study 13 (Continued)
Job Search –Showing up to Work on Time and being Responsible
Supports and Interventions: This client has been counselled for most of the work
experience in topics related to transportation. Also, the counsellor has spent a great
deal of time talking with the client about how his/her actions could negatively impact
employment opportunities with the employment partner. The counsellor had to
continuously remind the client that his/her attitude was having a negative affect on
both his/her relationship with co-workers at the job site and with company
supervisors.
Client needed interventions encompassing the following areas:
- Absenteeism
- Responsibility
- Life choices
Including Other Stakeholders/Resources: Consulted with the Employment Partner
and Financial Service Provider.
Time Factor: Continued while the client was participating in the prerequisite work
experience.
Follow-up: Client had been advised of his/her responsibility to compose a letter to
the financial service provider.
Outcomes: This client was permitted to remain in the skills development intervention
and did successfully complete the course. Academically and with respect to his/her
attitude, both have improved significantly and this client is preparing to write his/her
GED in the spring. This client faced a great challenge in re-entering the classroom
because his/her fellow classmates were not impressed by his/her actions during the
summer. To make such an improvement speaks well for the client’s determination to
finish what he/she had started.
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Case Study 13 (Continued)
Job Search –Showing up to Work on Time and being Responsible
Recommendations Based on Experience: Obstacles such as lack of a valid driver’s
license in this particular situation need to be addressed as soon as possible, so as
not to interfere with success in the work environment. Maintaining constant
communication with this client was critical.
Case Study 14
Personality Qualities – Life Skills
Situation: This particular client was one of the youngest participants in the group and
one of the few who had to move into a new community to participate in the skills
intervention. This client comes from a family dependant upon the Social Services
System (generational dependence), and knows the system very well. The young
client openly admits to having a criminal record and having to see a counsellor in the
past for his/her anger management issues. The client, although very intelligent has
very little respect or regard for the academic component of the skills
development/employment readiness intervention. His/her issues with academics
were often displayed as acts of disrespect towards the instructor. The instructor,
however, would quickly inform him/her that the actions were not acceptable, as did
other classmates. Upon interviews with this client, the counsellor learned this
stemmed from the way he/she was dismissed from the secondary school system.
The negative issues surrounding high school were still in the forefront of his/her
mind, thus he/she was not willing to “make a fresh start”. Absenteeism and
disrespect were the major issues that were negatively affecting the client’s success
in the intervention.
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Case Study 14 (Continued)
Personality Qualities – Life Skills
Addressing the Situation: The counsellor met with this client on a regular basis,
usually to address absenteeism. The counsellor was constantly met with hostility
and this proved difficult to deal with on some occasions. Sometimes the counsellor
would have the client leave until he/she had calmed down and was able to express
his/her issue more clearly. Although this client admits to anger issues, he/she
refuses to do anything about it. Repeated attempts to suggest counselling were
turned down. On a number of occasions, this client would request a meeting to
discuss how he/she felt others in the class were being treated better than he/she
was.
Supports and Interventions: Constant counsellng in person was required. This client
required more intervention when it came to his/her anger management issues.
Client needed interventions encompassing the following areas:
- Absenteeism
- Responsibility
- Anger management
- Life choices and how they affect his/her future
- Social skills, such as respect for the instructor and others in the classroom
Including Other Stakeholders/Resources: Consulted with the Instructor and Project
Team Leader.
Time Factor: This was ongoing throughout the skills development intervention and
including the final ceremony.
Follow-up: There was constant follow-up with this client, as every meeting led to
another issue for him/her. The client was very defensive and had his/her position on
matters planned before he/she entered the room for meetings, with no possibility of
being swayed.
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Case Study 14 (Continued)
Personality Qualities – Life Skills
Outcomes: This client completed the skills development intervention, but only due to
the interventions and supports of the counsellor and instructor. In a meeting prior to
the conclusion of the program, this client acknowledged this fact and thanked both
the counsellor and instructor for their patience in seeing him/her through the skills
intervention. This client had no trouble with the academic component of the skills
training, but it was his/her personal skills and attitude that had shown no
improvement. This client has a disregard for authority and this will prove to be hard
to overlook for many employers.
Recommendations Based on Experience: If at all possible, invite a professional
from community mental health to sit on a Multidisciplinary or Community Learning
Network Team. Maintain constant communication with this particular type of client
and spend more time listening than talking with a client that displays these
characteristics because they tend to share more when they feel they are not being
“counselled.” The most successful sessions with this client were those where he/she
was “led” to making the right choice. By asking him/her questions that caused
him/her to consider his/her choice before making it too quickly. Questions posed to
the client by the counsellor would cause him/her to consider the ramifications for
his/her decision and this was new to him/her.
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Section 6
Concluding Thoughts
Information Sources

“You can manage a process well, it is much more challenging to manage people.”
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Concluding Thoughts
The Sky’s the Limit for every client, they just have to embrace
the opportunity and want to enhance their professional and
personal lives. It is our responsibility as service providers/counsellors to
provide the necessary supports and interventions to this client group. If we
are really going to be able to address a broad spectrum of needs ranging
from the time a client walks into an employment services
office to the time the client has achieved their goals, then it
is important to have a good understanding and knowledgebase of the clients we are working with. It is hoped that this
Human Resource User Guide can help further define the
needs of this client group and be another resource tool for
service providers/counsellors in our province.
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Information Sources
Conference Board of Canada
Discovery Regional Development Board Inc, Economic Zone 15,
website: www.discoveryboard.nf.ca
Emerald Zone Corporation, Economic Zone 11, website:
www.ezc.ca
Employment Assisted Services, Bonavista, Newfoundland and Labrador,
website: www.es-bonavista.ca
Government of Canada, Department of Human Resources and Social
Development, website: www.canada.gc.ca
Government of Newfoundland and Labrador, Department of Health and
Community Services, website: www.gov.nl.ca
Government of Newfoundland and Labrador, Department of Human
Resources, Labour and Employment, website: www.gov.nl.ca
Government of Newfoundland and Labrador Economic Review, 2005
Mariner Resource Opportunities Network Inc., Economic Zone 17, website:
www.baccalieu.nf.ca
Newfoundland
and
Labrador
Community
Accounts,
website:
www.communityaccounts.ca
Random North Development Association, Economic Zone 15, Bridging the
Gap: From Education to Employment, website: www.bridginggaps.com
Random North Development Association, Economic Zone 15, website:
www.randomnorth1980.ca
Red Ochre Regional Board Inc., Economic Zone 7, website:
www.redochre.nf.ca
Statistics Canada Agency
The Canada/Newfoundland and Labrador Labour Market Development
Agreement, Business Plan 2005-06 and Beyond
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“Teamwork: Together we achieve the extraordinary.”
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