
 

  Standards Update: 
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Discussion: Based on research and response from the field, this Service Section has been 

revised to reflect best practice.  New language can be found in bold print and any 
language that has been deleted is shown with a strike through it.  This Standards 
Update applies to all organisations whose Accreditation Agreement has been 
received by COA on or following September 1, 2007.  For all other organisations, 
this Standards Update is optional.  A copy of the CA-CSE Service Section active 
prior to September 1, 2007 is appended to this Update for organisations that 
choose to use the previous section.  If organisations choose to use the previous 
section, they should inform their COA coordinator. 

Revised Service Section 
 
Definition:  Counselling, Support, and Education Services are prevention oriented and provided in 
the community to help families and individuals of all ages cope with the stresses of daily living.  
Services emphasize personal growth, development, and situational change. 
 
Note: Counselling, Support, and Education Services standards accommodate an array of 
service modalities designed to provide support, information, or counselling to individuals in 
the community including information and referral programmes, one-time community-based 
educational programming, support groups, or on-going individual and family counselling.   
 
Counselling services may also be provided in conjunction with other more intensive services to 
address such issues as: rape crisis and other victim trauma, crises and other victim traumas, and 
complex individual or family complexities, such as circumstances that can occur with substance 
use, mental health or medical conditions, or and job loss. 
 

Organisations providing Counselling, Support, and Education services to individuals and 
families will complete: CA-CSE 1, 2, 3, 4, and 7. 
Organisations providing Education and Support group services will complete CA-CSE 1, 2, 
3, 5, and 8. 
Organisations providing Information and Referral services will complete: CA-CSE 1, 2, 3, 6, 
and 9.  
 



 

 
 
 
 
 

Revised Service Section (cont’d) 
 
Note:  Counselling, Support, and Education Services are distinct from Outpatient Mental Health 
Services (CA-MH), which address mental health symptoms and associated functional impairments 
or psycho-social adjustments.  
 
CA-CSE   Individuals and families who participate in Counselling, Support, and Education 

Services identify and build on strengths, develop skills to manage situational change, 
access appropriate community support and resources, and improve functioning 
in daily activities at home, at work, and in the community. 

 
Access to Services 
 
CA-CSE 1  
The organisation minimizes barriers to the initiation of needed services by using a variety of 
culturally, geographically, and age appropriate outreach strategies. 
 
CA-CSE 1.01  
The organisation uses an array of outreach strategies to inform the community about the services it 
provides and how to access them. 
 

Interpretation:  Appropriate outreach can include posters, pamphlets, public service 
announcements, communication with those who come into contact with the target 
population, and outreach to other providers.  Strategies should include attention to 
geographic location, language of choice, age, sexual orientation, developmental level, and 
religious, racial, ethnic, and cultural background.   

 
CA-CSE 1.02  
The organisation works with other community service providers to inform potential service recipients 
about the type and quality of services it offers. 
 
CA-CSE 1.03 
The organisation informs the community when information and referral services have a 
particular focus, such as elder care, child care resource and referral, or legal services. 
 
NA: The organisation does not provide information and referral services with a particular 
focus.   

 



 

 
 

Revised Service Section (cont’d) 
 
Screening and Intake 
 

CA-CSE 2 
The organisation screens applicants promptly and responsively to identify need efficiently and to 
direct individuals, families, or other service recipients to appropriate services. 
 
CA-CSE 2.01 
Individuals, families, or other service recipients are screened and informed about: 

a. how well their request matches the organisation's services; and  
b. what services will be available, and when. 

 
Interpretation: Other service recipients may can include individuals, families, or 
community groups that request the organisation’s services on a one-time or 
occasional basis.  This can include community groups such as schools or businesses 
planning educational workshops or trainings or employers that request the 
organisation’s services on a one-time or occasional basis individuals calling an 
information and referral line.  
 
Interpretation: If an individual’s request does not match the organisation’s services, the 
organisation should initiate a conversation with the individual and make every effort to link 
the person with appropriate services.  The organisation should inform applicants about any 
behaviors that might result in involuntary discharge from the programme.  

 
NA  Another organisation is responsible for screening, as defined in a contract. 
 

CA-CSE 2.02  
Prompt, responsive screening practices: 

a. ensure equitable treatment;  
b. address criteria for determining when a more intensive service is necessary; 
c. support timely initiation of services; and 
d. provide for placement on a waiting list, if desired. 

 
NA The organisation provides services to community members or groups on a one-time or 
occasional basis. 

 



 

 
 

Revised Service Section (cont’d) 
 
 
CA-CSE 2.03 
Individuals and families who cannot be served, or cannot be served promptly, are referred or 
connected to appropriate resources. 
 
NA The organisation provides services to community members or groups on a one-time or 
occasional basis. 
 
NA The organisation: (1) accepts all clients, or (2) only receives clients by referral, and is required 
by contract to accept all referrals. 
 
CA-CSE 2.04 
Intake assessments are completed within timeframes established by the organisation and with full 
participation of the individual or family. 
 
Note:  Refer to the Assessment Matrix for Screening/Intake Assessment criteria.  The elements of 
the matrix can be tailored according to the needs of specific individuals or service design. 
 
NA The organisation provides services to community members or groups on a one-time or 
occasional basis. 
 

CA-CSE 2.05 
Logs or progress notes are maintained to document individual or group progress, as appropriate to 
the intervention. 
 
NA The organisation provides services to community members or groups on a one-time or 
occasional basis. 
 

 



 

 
 

Revised Service Section (cont’d) 
 
 
Service Philosophy  
 
CA-CSE 3  
The programme develops a service philosophy that: 

a. is based on the best available evidence of service effectiveness; 
b. guides the development and implementation of programmes and services; and 
c. outlines the service modalities, interventions, and activities that personnel may employ. 

 
CA-CSE 3.01  
The programme is guided by a philosophy that: 

a. provides a logical basis for the services, supports, and activities to be delivered; and  
b. is based on programme goals and the best available evidence of service effectiveness. 

 
CA-CSE 3.02  
The service philosophy helps the individual or family determine:  

a. how the organisation can assist in the achievement of identified goals; and  
b. service scope and realistic expectations for outcomes.  

 
 
Counselling, Support, and Education for Individuals and Families  
 
CA-CSE 4 
The organisation provides individuals and families with educational, supportive, and preventative 
services that: 

a. recognize individual and family values and goals;  
b. accommodate differences in life styles; and  
c. emphasize personal growth, development, and situational change. 

 
NA The organisation does not provide individual and family services. 
 
CA-CSE 4.01  
Personnel engage and motivate individuals and families by demonstrating: 

a. sensitivity to the needs and personal goals of the service recipient; 
b. a receptive manner; 
c. respect for the person’s autonomy, confidentiality, socio-cultural values, personal goals, life 

style choices, and complex family interactions; 
d. flexibility; and 
e. appropriate boundaries. 

 
 



 

 
 

Revised Service Section (cont’d) 
 

 
CA-CSE 4.02  
Personnel assist the individual or family to: 

a. explore and clarify the reason for accessing services; 
b. voice service goals; 
c. identify successful coping or problem solving strategies based on identified strengths, 

formal and informal supports, and preferred solutions; 
d. evaluate progress towards achieving identified goals; and 
e. realize ways of maintaining and generalizing gains. 

 
Research Note: Literature suggests that successful interventions are those that are driven by the 
goals of the service recipient and utilize strengths, coping mechanisms, and support networks to 
solve an identified problem.  Assisting individuals and families to identify the concern that motivated 
them to seek out services, their service goals, and the tools they have to successfully accomplish 
their goals leads to greater self-sufficiency, and fewer service needs in the future.  
 
CA-CSE 4.03 
Services have an educational, supportive, or preventative focus to help individuals and families: 

a. cope with life transitions; 
b. better understand the patterns of community and family living; 
c. anticipate and manage stresses of daily living; or 
d. improve role competency and family and social functioning. 

 
CA-CSE 4.04 
When a service recipient is a victim of abuse, neglect, assault, or other violence, the organisation 
provides: 

a. trauma-informed care; 
b. a safety plan; 
c. frequent monitoring of progress toward service goals; or 
d. access to intensive services.  
 

Interpretation: Trauma informed care is grounded in a thorough understanding of the 
biopsychosocial effects of trauma on the individual.  The traumatic experience is the primary 
focus of treatment and the key to improving service outcomes. 

 
 

 



 

 
 

Revised Service Section (cont’d) 
 

 
CA-CSE 4.05  
The organisation: 

a. informs individuals and families of any limitations to confidentiality prior to disclosure of 
sensitive information;  

b. provides individuals and families with resources to report domestic violence, rape, abuse, or 
neglect, if they elect to do so; and  

c. adheres to mandated reporting laws.  
 
 
Education and Support Group Services 
 
 
CA-CSE 5  
Education and support groups provide educational, supportive, and preventive services to improve 
emotional well-being, and promote self-sufficiency, personal growth, and development.  
 

Interpretation:  Educational services are not limited to lessons and formal instruction.  
Organisations provide information that is practical and immediately useful. 

 
NA The organisation does not provide education or support groups. 

CA-CSE 5.01  
Services have an educational, supportive, or preventive focus to help individuals and families: 

a. recover from crises; 
b. cope with life transitions; 
c. identify networks of support and supportive resources; 
d. better understand the patterns of community and family living; 
e. anticipate and manage stresses of daily living; or 
f. improve role competency and family and social functioning. 

 
CA-CSE 5.02 
Services provided in a group setting: 

a. emphasize group learning and sharing in a safe, supportive environment; 
b. are designed to respond flexibly to the changing needs of group members; and 
c. are scheduled with participants’ time commitments in mind. 

 
Interpretation:  Group leaders know how to facilitate discussions in a group setting so it 
remains comfortable and safe for participants.  
  

 



 

 
 

Revised Service Section (cont’d) 
 
CA-CSE 5.03 
Programme activities promote the personal growth and independence of participants through 
opportunities to: 

a. share experiences with the group; 
b. strengthen abilities to relate to those who are different from themselves; 
c. develop satisfying relationships with other group participants; 
d. assume responsibilities and develop leadership capacities; and 
e. participate in activities of interest. 
 

CA-CSE 6: Information and Referral Services 
 
The organisation provides information about available community resources and makes 
referrals or connections as appropriate to the individual’s identified needs.  
 
NA: The organisation does not provide information and referral services. 
 
CA-CSE 6.01 
Individuals are promptly referred or connected to appropriate resources. 
 
CA-CSE 6.02 
The organisation maintains, or has access to, an up-to-date file of reliable community 
resources that includes: 

a. name, location, and telephone number;  
b. contact person;  
c. services offered;  
d. languages offered;  
e. fee structure; and  
f. eligibility requirements.  

 
CA-CSE 6.03 
The organisation collects and periodically summarizes data on community needs and 
available resources, and shares summaries with the community. 
 
CA-CSE 6.04 
Written procedures address the provision of information and referral in crisis situations 
including: 

a. providing intervention and stabilisation; 
b. connecting the individual to more intensive services; and 
c. contacting emergency responders as appropriate. 

 
Interpretation: Crisis situations can include those involving victims of violence, individuals 
threatening suicide, medical crises, child endangerment, and other emergency situations.   

 



 

 
 
 
 
 
 
 
 

 

Revised Service Section (cont’d) 
 

 
Individual and Family Counselling, Support, and Education Personnel 

 
CA-CSE 7 
Personnel providing individual and family services are qualified by education, training, and 
experience to provide services. 

 
NA The organisation does not provide individual and family services. 
 
CA-CSE 7.01  
Personnel providing individual and family services have a bachelor’s degree, or equivalent training 
and experience, and demonstrate competence in:  

a. identifying the needs of abused and neglected children and adults; 
b. understanding child development, and individual and family functioning; 
c. working with difficult to reach, traumatized, or disengaged individuals and families; and  
d. collaborating with other disciplines and community resources. 

 
Related Standard: TS 1, TS 2 
 
CA-CSE 7.02  
Supervisors of counselling personnel are qualified by an advanced degree, training in supervision, 
and at least two years of supervised experience providing counselling services. 

 
Related Standard: TS 3 
 
CA-CSE 7.03  
Personnel receive training on: 

a. evidence-based practices and relevant emerging bodies of knowledge; 
b. ecological perspective; 
c. crisis intervention; 
d. relevant legal and civil rights issues; 
e. criteria to determine the need for more intensive services; and 
f. recognizing the presence of health, mental health, and substance use conditions, and 

integrated services available to meet treatment needs.  
 

Interpretation:  Ecological, or person-in-environment, perspective views social, economic, 
and environmental factors, such as poverty and traditional healing processes, as critical in 
the development and resolution of personal and family problems. 

 
 



 

 
 
 
 
 
 
 

 

Revised Service Section (cont’d) 
 

 
CA-CSE 7.04 
Employee workloads support the achievement of client outcomes, are regularly reviewed, and are 
based on an assessment of the following: 

a. the qualifications, competencies, and experience of the worker, including level of 
supervision needed; 

b. the work and time required to accomplish assigned tasks and job responsibilities; and 
c. service volume. 

 
 
Education and Support Group Personnel 
 
CA-CSE 8  
Education and support group personnel are qualified by education, training and experience to 
provide services. 
 
NA The organisation does not provide education or support groups. 
 
CA-CSE 8.01  
Personnel leading education and support groups have the competence and support needed to:  

a. engage and motivate group members; 
b. educate individuals and families about community resources; 
c. advocate for individuals and families; 
d. identify symptoms of health, mental health, or substance use conditions; 
e. understand group dynamics; 
f. lead discussions; and 
g. facilitate group activities. 

 
Interpretation: Competency can be demonstrated through education, training, and 
experience in human services. 

 
Related Standard: TS 1, TS 2 
 
CA-CSE 8.02  
Supervisors are qualified by: 

a. a bachelor’s degree and two years of experience in human services; or 
b. substantial experience in human services including at least two years’ experience with 

outreach, prevention, or support services. 
 
Related Standard: TS 3 
 

 



 

 
 
 
 
 
 
 
 
 

 

Revised Service Section (cont’d) 
 
CA-CSE 8.03 
Employee workloads support the achievement of client outcomes, are regularly reviewed, and are 
based on an assessment of the following: 

a. the qualifications, competencies, and experience of the worker, including level of 
supervision needed; 

b. the work and time required to accomplish assigned tasks and job responsibilities; and 
c. service volume. 

 
NA: Education and support group personnel also provide individual and family counselling 
(CA-CSE 6.04). 
 

CA-CSE 9: Information and Referral Personnel 
 
Service personnel are appropriately trained and supervised. 
 
NA: The organisation does not provide information and referral services. 
 
CA-CSE 9.01 
All personnel are oriented and trained prior to contact with the service population. 
 
CA-CSE 9.02 
Service personnel receive comprehensive, ongoing training on: 

a. the needs of the service population;  
b. procedures for making referrals or providing information;  
c. interview techniques;  
d. handling emergencies;  
e. the appropriate use of community resources; and  
f. laws governing disclosure of suspected abuse or other criminal behavior.  

 
Related TS 1, TS 2  
 
CA-CSE 9.03 
Service personnel are trained and supervised by personnel who understand the needs of 
service recipients, the resources available to meet their needs, and the legal or policy 
requirements governing the delivery of needed services.  
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