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About this Report

This report outlines the second phase of the Settlement 3.0 project, undertaken in partnership
between the Resilience Research Centre’s Evaluation and Training Institute (RRC-ETI) and
PeaceGeeks Society. This report provides a detailed overview of the results and
recommendations of Phase II of this project, and summarizes examples of innovative work and
enabling conditions that came up in focus groups conducted cross-nationally. Recommendations
for potential actions that can facilitate collaboration and innovation in the settlement sector are
also included.

About PeaceGeeks Society

PeaceGeeks Society is a nonprofit organization that builds digital tools to empower
communities in the pursuit of peace. Based in Vancouver, Canada, PeaceGeeks collaborates with
communities to put technology tools and digital literacy in the hands of citizens, peacebuilders,
human rights defenders, and humanitarian responders. Founded in 2011, PeaceGeeks has
grown from a grassroots volunteer group into a nonprofit leader in building technology for
peace. PeaceGeeks launched Arrival Advisor, a free mobile app for newcomers to British
Columbia, in Spring 2019. Arrival Advisor is the most comprehensive and up-to-date directory of
relevant settlement and community services that immigrants and refugees will need to access
as they settle in Canada.

About RRC-ETI

RRC-ET is a social enterprise of the Resilience Research Centre at Dalhousie University, Halifax,
Canada. The Resilience Research Centre conducts large multisite research projects to broaden
knowledge and understanding around culturally relevant protective factors and processes of
relevance to marginalized populations in more than two dozen countries. Through its affiliation
with the Resilience Research Centre, RRC-ETI maintains contact with approximately 11,000
academics, practitioners and policy makers in over 60 countries, many of these countries
designated as low and middle income. Over the past six years, the RRC-ETI has relied on the
expertise of scholars and evaluation specialists from around the world who are already part of
the research centre’s projects to carry out evaluations of programs and support the design and
implementation of best and promising practices, as well as multinational knowledge
mobilization efforts.
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Background

In 2018, PeaceGeeks received funding from Immigration, Refugees and Citizenship Canada
(IRCC) to develop a strategic vision and action plan for exploring how technology and innovation
can best facilitate settlement outcomes for supporting newcomers to Canada. Titled Settlement
2.0, the intent of this work was to provide a strategy that prioritizes empowering newcomers to
be agents in their own settlement journey, while building the overall capacity of the sector to
embrace innovation in aims of successfully and sustainably supporting newcomers over time.

The Settlement 2.0 project consisted of two phases. Phase I involved the undertaking of a
situational analysis to explore the effectiveness of current service delivery models and
challenges to open and collaborative innovation in the settlement sector. Stakeholders were
interviewed all across Canada, with the majority of the research coming from Ontario and
British Columbia. Phase II sought to design and convene community consultations between
stakeholders in the settlement sector across British Columbia’s Lower Mainland, with the goal of
exploring how effective collaboration and innovative responses could address challenges
identified in the previous phase.

The current project, Settlement 3.0, serves as an expansion of Settlement 2.0. Made possible
with additional funding from IRCC, this project aims to broaden the geographical scope of the
consultations to include the Prairies, the Territories, the Atlantic Region and Small Communities
across British Columbia (BC Small Centres). Following the design of the former iteration,
Settlement 3.0 also consisted of two phases; Phase I sought to expand upon on Settlement 2.0’s
original situational analysis by providing a deeper dive into regional and small center
perspectives. This included conducting a survey of key literature and recommended reports
from the Prairies, the North and Atlantic Regions. Phase II sought to understand, from both
those providing and receiving services, what conditions need to be in place to encourage
innovative and collaborative work in the sector cross-nationally. Rather than focusing on deficits
and challenges, Phase II sought to assess various possibilities in the current settlement sector
environment (with its existing limitations) by exploring opportunities and generating insights on
ongoing innovative work that can be built upon.

Considering the geographic, cultural, and linguistic diversity across Canada, convening the
consultations at a national level offers an opportunity to evaluate and compare findings across
communities, thereby revealing a diverse set of perspectives while also surfacing a common set
of recommendations. Such an undertaking is not only timely but also critical, given the way in
which the COVID-19 pandemic has shifted the landscape of the settlement sector, and changed
how government, nonprofits and businesses operate now, and are likely to operate in the
future. With organizations having to innovate in new ways—including embracing technology in
order to continue delivering services and remain relevant—expanding the dialogue to a national
level has the potential to promote a whole-of-society approach to supporting newcomers in
their settlement journey from pre-arrival to full and meaningful integration, particularly during
these critical times.
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Methodology

Methodological Approach

The nation-wide consultations took the form of virtual semi-structured focus groups with key
stakeholders (settlement sector workers) who are involved with settlement-facing work within
settlement agencies, libraries, financial institutions, academia, nonprofits and employment
agencies. Newcomers with lived experience of settlement were also invited to participate in
focus groups. In total, 12 semi-structured focus groups were conducted between January 21 and
February 28, 2021, with a total of 70 participants. One settlement sector worker focus group
was conducted in the Prairies region (Alberta, Saskatchewan and Manitoba) and two settlement
sector worker focus groups were conducted in each of the remaining target regions, namely, the
Atlantic Region (Nova Scotia, New Brunswick, P.E.I and Newfoundland), BC Small Centres, and
the Territories (Yukon, NWT, Nunavut). Additionally, two settlement sector worker focus groups
were conducted in French (consisting of cross-regional participants), and three newcomer focus
groups were conducted (consisting of cross-regional participants)1, one of which was in French.
Table 1 below summarizes the total number of focus groups that were conducted, and the total
number of participants in each group.

Region Total # of Focus
Groups

Total # of
Participants

Atlantic Region 2 10
BC Small Centres 2 7
Northwest Territories 2 8
Prairies 1 3
Newcomer Groups (Cross-Regional) 2 18
Francophone Groups
(Cross-Regional)

3 24

TOTAL 12 70

Regional Researchers, consisting of individuals who were well connected and had a strong
network and credibility in the settlement sector, were hired to assist with participant
recruitment process. The Regional Researchers were also responsible for co-facilitating the
focus group sessions alongside members of the research team. The focus groups were guided by
focus group guides (see Appendix A and Appendix B), which were developed largely based on
findings from the first iteration of Phase II of the Settlement 2.0 project. The guides were
translated to French for use in the Francophone focus groups. The focus groups lasted
approximately 1.5 to 2 hours, and were recorded virtually via a videoconferencing platform
(Zoom).

1 To be included in the final draft.
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All focus group recordings were transcribed and analyzed using a qualitative data analysis
software (ATLAS.ti). Codes and themes were extracted from the data and thematically analyzed
using an approach guided by Glaser and Strauss’ (1967; Strauss and Corbin, 1990) constant
comparative method. In practice, this means that as themes developed from each focus group,
findings were compared to themes already found. As this process continued, the research team
was able to identify patterns that are consistent across case studies. To identify themes, both
sensitizing concepts (those that come from the literature, or concepts generated through
previous studies like “innovation” and “collaboration”) and indigenous concepts (those that
arise directly from the data as it is collected) were used. This process consisted of continually
breaking down (unitizing) then building up new explanations that captured more and more of
the data (categorizing).

Methodological Limitations

The semi-structured nature of the focus groups meant that although the focus group guides
were generally adhered to, conversations strayed from the guide where appropriate in order to
probe for further information and/or allow participants to express their views in their own
terms. With the limited number of focus groups that were conducted under a limited
timeframe, however, the research team was unable to perform an in-depth analysis of
cross-regional and linguistic (francophone vs. non-francophone) differences in regard to the
themes that emerged from the data. Moreover, the convenience sampling approach that was
used to sample participants may have resulted in an under-representation of certain subgroups
within the target population of interest.

While we were able to present some preliminary findings around cross-regional differences, no
relevant differences stood out between francophone vs. non-francophone groups during the
analysis. Rather, the dialogues were complementary between the two groups. While there may
have been a slight focus on linguistic challenges in the francophone groups, it was difficult to
parse these out or extract any concrete findings, given that only a few participants had touched
on the issue without providing much context. Overall, we felt that highlighting any linguistic
differences between the two groups would undermine the quality of the analysis.

Future studies should consider carrying out qualitative interviews and focus groups with a much
bigger sample in order to delve deeper into the regional and linguistic nuances in innovation
experiences within the settlement sector. Pairing qualitative approaches with quantitative
approaches (e.g., surveys) is also recommended in order to enhance the quality of the analysis
and the findings.
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Examples of Innovative Work

During the Settlement 3.0 regional focus group sessions, participants were asked to provide
examples of technological and non-technological innovations that are currently occurring within
the settlement sector. In this section, we explore examples understood by participants to be
innovative, and speak to why they were seen as such. The examples provided were the most
frequently mentioned during the focus group sessions.

For the purposes of the discussion, we defined innovation as: “the digital and non-digital
practices and approaches that foster the adaptability and agility needed to enable the
settlement sector to stay ahead of the curve in a rapidly changing migration and settlement
landscape, with the goal of better serving newcomers to Canada.” We noted a distinction
between innovation (a process of developing something genuinely new) and iteration (a process
of refining what is already working to make it even better). It is worth noting that focus group
participants varied in their understanding of what innovation means within the settlement
sector. While some agreed with our proposed working definition, others disagreed with some or
all aspects of the definition. The examples of innovation that were put forth during focus groups
(described in detail below) point to some common characteristics of what participants
considered to be innovative. Generally, participants considered work that is centred on
partnerships and collaborations, is “proactive” rather than “reactive,” is focused on addressing
systemic barriers, and is holistic, newcomer-centric, and grounded in community, as innovative
work. The use of technology to facilitate access to services and/or improve service provision for
newcomers, whether directly or indirectly, was also viewed as innovative. With that being said,
the lack of an agreed upon definition may be indicative of a need for establishing a common
understanding of what innovation means and what this looks like in practice for various players
in order to ensure concerted and streamlined efforts geared towards cultivating and fostering
innovation within the sector.

Non-Technological Innovations

When asked about examples of non-technological innovative practices within the settlement
sector, one of the more frequently cited examples by settlement sector workers was around
partnerships and collaborations. Settlement sector workers referenced examples of building
partnerships across different service-providing organizations (SPOs), or between SPOs and the
private sector to offer holistic services to newcomers. For example, this took the form of SPOs
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partnering together to provide workshops that newcomers would otherwise not have access to,
or with the private sector to offer a comprehensive set of supports related to housing,
employment, transportation, and various other services at reduced prices. Partnerships also
took the form of SPOs building alliances and signing memoranda of understanding to support
one another through the sharing of resources, which was particularly crucial in smaller centres
where resources are limited. Such examples were considered innovative as they allowed for
leveraging the collective strengths of different organizations, thereby contributing towards
meeting multiple newcomer needs through comprehensive and streamlined services.

“[Partnerships] opened the door for us to get together with [organizations] in the
North. We have the least amount of funding. So, we were limited on certain things.
But by working together, we can open up and offer new things. And all this for the
well-being of our clients, which is our primary goal.” (Settlement sector worker)

“Partnerships aren't new, for sure. But the settlement sector, for my experience has
not been particularly strong in the area. [The alliance that has been created] is
about sharing resources, looking at proposals together, but at the same time
honoring each other's independency. So that's been really helpful over the years.
There's been programming, especially during Operation Syria. And so understanding
that settlement is not the ownership of [clients]. We have a key partnership with
seven other organizations [and] we all touch each other's people. [It’s] that whole
piece of not owning somebody.” (Settlement sector worker)

In terms of collaborations, settlement sector workers described examples of bringing together
different stakeholders to address a particular barrier or challenge faced by newcomers. One
example is forming a multi-stakeholder group consisting of representatives from different
certification and accreditation bodies in order to establish a common set of requirements
needed for newcomers to acquire professional accreditation and licensing within Canada.
Collaborations of this kind worked towards breaking existing silos, which was viewed by
settlement sector workers as crucial for finding new and innovative means for addressing
systemic barriers faced by newcomers. Settlement sector workers also mentioned different
organizations coming together to network and share innovative ideas and best practices. Such
knowledge exchange opportunities allowed for fostering a better understanding types of
innovations that have been working particularly well within the sector, and how certain best
practices can be adapted to different contexts.

“I was thinking back to the time that a particular funder brought us out to Ottawa
with a bunch of other service providers. And the innovative part in that particular
case was bringing together people who normally weren't brought together to have a
conversation about what was working, what didn't work and stuff. Especially with
COVID, [and the] downturn in the economy, we're gonna have to be able to do more
with less. [So] rather than sort of having to always go back and redevelop something
from scratch, let's take what's already there and build upon it. And we already know
some of the pitfalls and problems that have occurred because somebody else
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already went through it and [so] why not learn from it as well.” (Settlement sector
worker)

In addition to referencing work centred on partnerships and collaborations, participants also
referenced work that was characterized by being “proactive” rather than “reactive.” The
provision of pre-arrival services is an example of such work, with settlement sector workers and
newcomer participants alike expressing the desire to see more done in this area. Newcomer
participants provided specific examples of services that should be provided pre-arrival, such as
assessment of credentials and prior work experience, youth-specific pre-arrival services aimed
at building connections with youth in the host community, English language learning, and
information on navigating the healthcare system, housing, and various other services. Seeing as
pre-arrival services are currently restricted to those whose permanent residence application has
been approved, participants saw great value in providing pre-arrival services prior to
confirmation of permanent residence status, as this allowed for more time to prepare
prospective newcomers for their settlement journey.

“Why not utilize that time when people are overseas in some level of comfort in their
own home and familiar surroundings and not stressed out. Ten sessions of
information isn't going to [provide them with] all the information that they need.
But it's an iterative step.” (Settlement sector worker)

Building on the point regarding the importance of “proactive” services, newcomer participants
further stressed the importance of services that can help facilitate the navigation of different
systems and services immediately upon arrival to Canada. This includes navigating the
healthcare system (e.g., finding a family doctor), schools, housing, supports for youth that can
aide with their transition process, the tax system, and various other services that are essential
to newcomers’ settlement journey. A few newcomers mentioned the value of having a
comprehensive orientation, or a one-stop shop that newcomers can access either pre-arrival or
upon arrival so that they are well informed. Others provided examples of community navigators
who can serve as links and mediators between newcomers and different services during the first
few months of arriving to Canada. Ideally, these would be individuals who are of the same (or a
similar) cultural background as the newcomer, and are able to help ameliorate language barriers
and assist with assimilating to a new community and new environment in culturally sensitive
ways.

“Once a week, [the school liaison] is going to school, and then assisting newcomers
and their children. So for example, if [the children] are having a hard time, if there's
a language barrier, and they need help with their lessons or their assignments [the
liaison] assists them. And at the same time, if they're having trouble with their
credit, so for example, if they arrive here, grade 11, or 12, most of them are, are
confused whether or not they should be under [a special] program or the regular
program, and how many credits they still need to graduate. And they don't have a
grasp of the curriculum that we have here. So that is where [the liaison] comes in
and assist them. And aside from that, they also assist the parents. So if there is
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communication that needs to be passed to or from the school administrator, or the
teachers to the parents, [the liaison] assist them once a week, we acts as a mediator
between the parent and the school.” (Newcomer)

Participants further discussed innovations that exemplified addressing systemic barriers faced
by newcomers. Such discussions were often framed in the context of employment. Newcomer
participants highlighted the importance of facilitating employment processes in light of barriers
related to the lack of recognition of international (non-Canadian) experience and credentials.
They expressed a desire to be linked to employers who value international experience, and
wanted to see more partnerships being built across organizations (e.g., between SPOs and the
private sector) aimed at ameliorating employment barriers and facilitating bridging programs
for newcomers. Settlement sector workers provided examples of work currently being done in
this area. The Alternate Careers Day in Prince Edward Island is one example of an initiative that
seeks to address employment barriers faced by newcomers by connecting them to employers
and industry representatives to discuss how their talents and transferrable skills can be
leveraged. Another example is the bridging program offered by the Law Society of Alberta,
which is aimed at helping foreign-trained lawyers overcome credentialing barriers and enabling
them to meet the requirements needed for practicing law in Alberta. Various other examples
where provided by settlement sector workers, wherein different steps were taken to try to
identify and address systemic barriers that prevent newcomers from accessing employment
opportunities.

“It's a little bit complicated to get a job as an immigrant because you don't have
Canadian experience. And so all these agencies that work with [newcomers who end
up] in the job market [should] be able to do referrals, or [have] a record of [different]
companies in order to see which companies are more open to that international
experience and value that international experience. And also to find a way to provide
like an easier path for [newcomers]. Because I think for [all newcomers], the first
thing that you are looking for really is a job. So how can we avoid those barriers
through a network that it's already there?” (Newcomer)

“Here, when you arrive, you are either set back maybe two years or three years, or
you have to [redo] some [of the training you had already done]. That is to say,
people who have practiced in their own country, it is true that these are two
different countries, I agree. But people who have been in the business maybe for
more than 10 years, [when they] come here, [they] are asked to go back [into
training for] four years. You have the technique, you have the skills, you just need to
adjust them. So [Newcomers should be provided with] a [bridging] year [instead of]
asking [them] to do maybe 4-5 years of [training]. We must give everyone the
chance to live their lives to the fullest. People's diplomas must be recognized.”
(Newcomer}

“A principle or approach that has helped us to innovate is beginning with the end in
mind. [One] example is when the Syrian refugees arrived, and many of them had a
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lot of experience in trades or, you know, hands on occupations. They didn't have a lot
of English. But we had employers who needed construction workers and, you know,
cooks, and auto mechanics. So we started with the employers, and we said, ‘What
can we do to make you hire a Syrian refugee. The first thing the employer said was,
‘they got to understand the safety requirements.’ So we did the safety training in
Arabic. [We taught them just enough English] to follow instructions and understand
what they need to do to communicate with their supervisor. We managed to source
funding for them to have the protective equipment to start a job in construction. So
that's been a very productive approach for us to, to kind of begin with the end in
mind.” (Settlement sector worker)

Lastly, participants provided examples of innovation that were considered holistic,
newcomer-centric, and grounded in community. These include facilitating informal newcomer
networking opportunities, for instance, by organizing coffee chats, cooking circles, family
literacy events, outdoor activities (e.g., birdwatching, hikes, berry picking, community gardens),
library peer groups, and informal training sessions for women where they can make crafts while
learning essential life skills. Settlement sector workers and newcomer participants alike
described this type of work as contributing towards removing barriers to participation in civic
life, which is crucial for countering the sense of instability and uncertainty that is often
experienced by newcomers during their settlement journey. Moreover, it enables newcomers to
build connections and draw on informal supports, thereby fostering a sense of community and
circumventing the need to rely heavily on mainstream government and community settlement
services.

“In the settlement sector, there is a tendency to restrict ourselves to traditional types
of services. On the other hand, everything that is artistic, cultural, sports-related,
etc., is often forgotten. [Such recreational activities] are really essential [for
newcomers] to be able to anchor themselves in the community.” (Settlement sector
worker)

“I got into [an] essential skills program. And that was very helpful. It was with a
group of other immigrant woman. So it was very interesting to not only to, to work
on your essential skills, but also it was the networking and sharing with other people
that are going through the same things that you are like it really gives you
perspective and also it was very good to boost your confidence and…make you feel
more comfortable in your city…” (Newcomer)

Technological Innovations

In regard to examples of technological innovations, participants mentioned the use of online
forums or group chats, which were either facilitated by settlement workers or by newcomers
themselves, to build informal newcomer networks. Similar to the example provided earlier,
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these virtual networks allowed newcomers to acquire information from other newcomers
directly, making it easier for them to navigate services and find employment, while enabling
them to better cope with the sense of displacement that often comes with settling in a new
place. Furthermore, these virtual networks fostered a sense of community among newcomers,
offering them a means for engaging in a communal effort to support one another and lift each
other up.

“There's an opportunity to post things [on virtual group chats] like opportunities or
resources, but in the language that newcomers prefer. Like what they're comfortable
in, so it doesn't necessarily have to be English. And it's a way for them to connect on
a virtual community. And I think that's really innovative, it really brings out the
community piece together, because you are part of this, I guess, virtual group that
also enables you to express yourself. It's very informal. So it's not as formal as
coming into service provider where you say, ‘you need to fill out these forms.’ These
are the people that help you [informally]. It's a very communal effort where
everyone pitches in. So it's a different dynamic for sure.” (Settlement sector worker)

“Yeah, for me, it was it was the connections I made. Even before I came here to Nova
Scotia. I was part in a WhatsApp group, that many immigrants were part of it. And
we were together in this journey of immigrating to Canada. So we were a group of
immigrants from all over the world. And we were consulting with each other asking
questions. And when I arrived, I even though I didn't have a family or friends, but I
know I knew some women who already immigrated, so they helped me the most like
building connections, expanding my network. And eventually I got a job because of
these connections.” (Newcomer)

Another example of technological innovation that was mentioned by settlement sector workers
was the use of mainstream social media (Facebook, WhatsApp, LinkedIn, etc.), and mobile
application to disseminate relevant information to newcomers. In addition to improving access
to information and removing communication barriers, this newcomer-centric approach was
considered innovative as it epitomized the notion of “meeting newcomers where they are at.”

“[As part of a project], we communicated to the clients using the mobile phone and
text messaging [via an app]. So what happened as a result of that was, there was a
quick response from the clients [and it solved] barriers in communication, because
newcomers are used to using mobile phones. We [were also able to] send group
messages. I could send 100 messages in one minute. It saves time for me and the
clients as well. So that's why the dissemination of the information was very quick.”
(Settlement sector worker)

“[The means of communication with clients] really doesn't have to be formal.
[Newcomers] come from different [cultures.]. Most Filipinos are using Facebook.
Chinese [newcomers rely] more on WeChat. And WhatsApp for more the Arabic
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populations. Email is [usually] a little bit slower [for disseminating information] as
compared to those [mainstream] apps.” (Settlement sector worker)

Additional examples around technological innovations were centred on employing technology
to facilitate access to services and/or improve service provision, whether directly or indirectly.
Newcomer participants proposed enhancing technological innovations that are geared towards
enabling newcomers to access key settlement information as well as linking them with
important services both pre-arrival and upon arrival to Canada. This could include apps,
comprehensive websites, or something as simple as PDF documents that provides information
about employment, housing, cost of living, health care systems, schools, and a directory of SPOs
that offer various services. Settlement sector workers provided examples of using technology to
provide virtual services through videoconferencing and various other platforms. This includes
offering interactive webinars, virtual networking opportunities, language classes, employment
readiness programs, virtual business planning support, and mentorship training for both adult
and youth newcomers.

The recent proliferation in the use of technology to deliver settlement services seems to have
largely been spurred the COVID-19 pandemic, although some settlement sector workers
described implementing such services well before the pandemic, and others described it as a
strategic move that was bound to take place within their organizations irrespective of the
pandemic. Settlement sector workers generally found success in offering services to newcomers
online. Likewise, newcomer participants described being able to access services remotely during
the pandemic as helpful, and appreciate the convenience, the ability to overcome geographical
barriers, and the ability to avoid missing in-person sessions (by having access to pre-recorded
sessions that they can view in their own time).

“The program that I did with [name of organization] was online because of COVID,
of course, but actually making it online, for me was helpful. Because when you
remove the commute time, so you're at your house, you can just do it. And also if
you, for example, I don't know, if you were visiting or not specifically in the city, I can
still connect and be able to, to not miss a session or stuff like that. So they the fact
that it was online, for me, it was very helpful. And at the end of the day, I think of
course, we miss stuff, because we're not in person, like meeting people in person.
But at the end of the day, it made it more accessible for me, and less stressful too.”
(Newcomer)

With that being said, settlement sector workers and newcomer participants highlighted
important barriers that currently exist in terms of accessing online services (see Digital Access
and Digital Literacy section of the report for more details).

Lastly, settlement sector workers mentioned integrated databases and client information
management systems (e.g., iCARE (Immigration Contribution Agreement Reporting
Environment) and OCMS (OCASI Client Management System)) as examples of using technology
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to facilitate the sharing and management of client information. Not only did this offer a more
effective means for accessing and sharing client information within organizations, but it also
helped reduce burdens on workers and freed up more time for them to spend with clients.

Enabling Conditions

Building on specific examples of innovative settlement work, participants identified different
conditions that enable innovation within the settlement sector. In this section, the conditions
identified by participants have been synthesized into eight enabling conditions through a
thematic analysis of the focus group sessions. These conditions were seen as necessary for
enabling future innovative and collaborative work, and form the basis of the recommendations
highlighted at the end of this report. It is important to note that views in this section are mainly
attributed to settlement sector workers, seeing as newcomer participants’ perspectives were
mostly centred on their settlement journeys and their experience receiving services.

Funding

Funding was viewed as a fundamental component of innovation and a key enabling factor for
innovative work within the sector. It is important to contextualize the conversation around
funding within perceptions of the current funding relationship with IRCC. The perception is that
the current funding disincentivizes innovation as it does not allow room for failure and is often
precarious, time-bound, and rigid. Settlement sector workers felt that limited funding inhibited
a culture of risk-taking within the sector, seeing as the implications for failure were much
greater in a context characterized by funding constraints.

“There's an inherent risk of failure in innovation. So with limited dollars, there's
greater risk.” (Settlement sector worker)

Some felt that the precarity and time-boundedness of IRCC funding (as well as alternative
sources of funding) hindered the ability to innovate, considering the amount of time required
for innovations to materialize.
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“[Innovation] takes time. I feel like a lot of funding out there is limited on time. Let's
say you need to have some sort of expected outcome within a year. I don't feel like
it's realistic to have those kind of limitations. Change takes time. [It’s] really hard to
build sustainability within a community and a nonprofit organization if funding is in
a such short time window. So if we can extend it to five plus years, I think that would
be a better fit for a lot of the types of funding models that we're after. And the
impact would be more than what we would hope for. So yeah, increasing that time
constraint.” (Settlement sector worker)

Others pointed to the rigidity of funding, with funding requirements already pre-determined at
the proposal stage, without necessarily having an innovation component, and/or without
providing service providers an opportunity to propose innovative approaches. Rigidity was also
expressed in terms of the way in which organizations were required to spend funds and report
on spendings. Several settlement sector workers felt that current reporting requirements
discouraged from incurring costs that were not project-based or did not meet specific
evaluation metrics. This posed a restraint in terms for the ability to implement new and
innovative approaches that could not be “categorized under specific boxes,” and at times
resulted in the need to search for alternative funding sources.

“I have my wishes for the kind of program that I'm trying to run. But I have to mold it
and reframe it so that it meets the wishes of the funding organization that I'm
applying to.” (Settlement sector worker)

“Yeah, I mean, definitely, when it comes to settlement, we continually have to look
at various other funding opportunities to have supplemental programs because of
things that IRCC might not be willing to find or might not be in the funding
agreement. We often have to look outside that funding agreement and try to find,
whether it be local funding, or any other means that we can do raise the money so
that we can offer additional programs that we feel are important.” (Settlement
sector worker)

“I go on iCARE and I'm like, these boxes aren't matching with what I'm doing very
well.” (Settlement sector worker)

“We're constantly being able to adapt and shift and turn on a dime. And the
settlement sector is recognized for how flexible and adaptable it can be. But
sometimes our funders are going ‘Well, wait a minute. It says here in line seven, of
Article two of your Schedule A, that you're going to do this, and you're not doing it.
Therefore, we have a problem.’ And yes, there is a contractual obligation to spend
the money and taxpayer dollars in a responsible way. But as circumstances change,
and they do all the time… You know, our client profile has changed from 11 years
ago. We're doing things a lot differently. And it takes the funder a while to catch up.
We're adapting much more quickly.” (Settlement sector worker)
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In light of current perceptions regarding the funding relationship with IRCC, settlement sector
workers entertained the idea of a new funding model, but were uncertain as to how this would
come into play. Some envisioned a funding model parallel to the current one, which does not
penalize risk-taking, allows for adequate time to be able to learn from mistakes, and does not
place the same expectations on evaluation metrics and reporting requirements as the current
funding model.

“It's the whole ecosystem, everything at play, isn't conducive. […] I don't know how
you change that. […] I think it would be naive to think that we do [change that]. So
[perhaps] get funds by other means that, you know, I don't know how you do that.
But that's what I think there's the likelihood for greater potential for innovation,
rather than trying to get the current system to adopt an innovative mindset.”
(Settlement sector worker)

“When we think about innovation, and we don't imagine a different system or a
parallel system to enact that innovation, then I think you won't have as much
opportunity to be innovative. If you look to the same source, at least from a financial
perspective, you can hope for change. Things [can] change slightly in the system, but
mostly, they stay the same. So if you're going to do innovative things, I think you
have to think about a new system or a parallel system in which you can operate to
do so.” (Settlement sector worker)

Mindset Shift

Settlement sector workers noted the need for a mindset shift within the sector as another
enabling factor for innovation. One aspect of this involves moving away from a “scarcity
mentality” towards an openness to new ideas and new approaches. Settlement sector workers
mentioned often being met with resistance when proposing ideas that were “outside of the
box” or that challenged the status quo, which inhibited possibilities for innovating within the
sector.

“I don't know if I necessarily fault that viewpoint you know. [Funders] are trying to
ensure appropriate use of public dollars. [But at the same time,] it's a short sighted
view. I mean, that's important to keep track of. But if you don't have an eye towards
the future and kind of turn away from that scarcity mindset, then you'll never ask
the question about innovation. So you're out, you are restricted, it's not in there to
do innovation.” (Settlement sector worker)

“Innovation inherently challenges status quo. And if one is truly going to be
innovative, you don't start with the area of constraint. [Service providers] were
posed with a situation that within the constraints of what they're able to do, it was
inside the box. And when we're talking about innovation, I mean, sometimes ideas
are outside the box. And that's not a slam against their, you know, funders. I love my
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government funders. But sometimes, you know, you get this [head] tilt. And instead
of, ‘Oh, that's interesting, let's put some bodies on that. And, you know, figure out
what we can do with it.’ It becomes ‘Yeah, we'll get to that.’ It gets parked to the
side. And the innovation kind of dies, the conversation dies.” (Settlement sector
worker)

“Sometimes [innovation] requires that sort of leap of faith by the by the funders and
by the government as well, right? […] When you're only used to doing things one
way, and that's the only way you've ever done it, it's a tough conversation to have.”
(Settlement sector worker)

Another aspect of the mindset shift is encouraging, if not normalizing, risk taking even if
this could lead to failure. Risk taking was viewed by settlement sector workers as an
inherent part of innovation. As well, failure was viewed as a worthwhile investment and a
crucial part of learning and improving services to newcomers. However, many felt that risk
taking was often discouraged within the sector, especially in light of existing funding
restrictions and constraints.

“You have to be prepared that you're going to make that strategic flip, and it
possibly could fail. On a limited budget that the jeopardy of failure elevates a bit.
Because it means the opportunity cost is very real.” (Settlement sector worker)

“Being okay with failure and being allowed to fail and not, you know, suffer
consequence.” (Settlement sector worker)

Partnerships, Collaborations, and Information Sharing

Settlement sector workers spoke directly to the tensions within the sector that they felt
hindered collaboration. Specifically, they referred to the relationship between settlement
agencies and IRCC, which fosters a culture of competition. One reason for this is that service
agencies apply for operating funding from IRCC based on the provision of services to
newcomers within a close geographic area. This necessarily entails service overlap, and means
that organizations can feel that they are in competition for fixed resources with other agencies.
Settlement sector workers viewed this as a key hindrance for innovation, and most emphasized
the desire for greater partnership and collaboration across the sector in order to be able to
streamline services in such a way that avoids duplication and offers a holistic means for
addressing newcomer needs.

“There's a lot of competition in the settlement sector. Significant. And it's a barrier.
So if we we’re talking about innovative practices, this is something that deters
innovation in a certain way.” (Settlement sector worker)

“The other thing that I think comes into this as well, is a lot more partnerships
between organizations, you know, so that when you were bringing organizations
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together, you know, that they see the common need […], versus the competition
that sort of happens out there, which is you have everybody trying to compete for
$1, versus really looking at it and saying, how can we best all work together to
achieve, you know, to achieve more with less, rather than everybody sort of fighting
over $1 that's out there […] , especially when there are maybe, you know, better or
more innovative ways of doing this.” (Settlement sector worker)

“One of the great innovations would be, let's knock down these walls and say, ‘You
have a strength in this area, you have a strength in this area,’ you know, maybe it's
four or five organizations that come together to solve the problem.” (Settlement
sector worker)

This desire to collaborate extended to a desire for more up-to-date information on work being
done in the sector by other organizations, as well as current programs that might be relevant to
improving their clients’ outcomes. This was seen as important from the perspective of
publicizing and valuing work being done in the sector, staying up-to-date on the range of
programs available to newcomers, and gaining a better understanding of best practices and
approaches that have been working particularly well.

“I think in terms of feedback, if you want to make informed decisions, you need to
have evidence and you need to have that two-way flow of information. So, if [service
providers] feed information to the funders, we want to have this feedback [as well]
to be able to plan and forecast and make informed decisions. So it really is a
two-way street, not just a one-way street.” (Settlement sector worker)

“Just sometimes I think that organizations end up being siloed and don't understand
[that] something else is going on right beside them that they don't even know about.
[…] So sometimes I think that extra partnership piece is really lacking.” (Settlement
sector worker)

“I think sometimes, not every service knows what another service is doing, and how
they can help each other. And sometimes they might be doing the same thing but
not reaching as many people as they could if they came together. And I don't mean
just, you know, nonprofits and government. I'm talking, you know, even in the
private sector. If there was more community collaboration, to work together, to help,
and have a common goal, I think that would definitely benefit us.” (Settlement
sector worker)

Whether or not there is a shift in the relationship between IRCC and settlement agencies,
there does exist a strong desire among service providers to lift each other up, promote
the sector’s successes, and collaborate in a client-focused way with a shared goal of
improving newcomer outcomes.
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Time and Space to Innovate

Another enabling factor for innovation, according to settlement sector workers, is having the
time and space required to innovate. Settlement sector workers emphasized the need for time
to be able to develop and implement well thought out innovative approaches and ideas. Some
described feeling too bogged down by day-to-day tasks to be able to think about innovative
approaches in their own work. This was especially the case for smaller-sized organizations,
where staff are often occupied with competing tasks and responsibilities. Overall, settlement
sector workers stressed the need for time (outside of the time being spent on regular, routine
tasks) to be able to think of new, creative, and innovative approaches.

“Well, sometimes even when you have the funding, you don't have the time. A lot of
times, […] I'm always in that do, do, do mode. I don't have a lot of time to stop and
think and plan. I think we're all just so focused on getting things done that we don't
actually have time to stop and think about innovation, and ‘how can I do this
better?’ You’re just kind of like ‘I just I have to get it done.’ And so just having more
time to be able to think. And to step away. To know that you could step away for five
days, but not be worrying in the back of your mind that stuff is piling up at the office
while you're away.” (Settlement sector worker)

Further supporting the argument for more time, settlement sector workers noted the significant
amount of time and consistency required in order to be able to build meaningful partnerships,
convince others of new ideas, and implement, test out, and finetune new approaches.

“[Building a partnership] took months and months of going to [community events]
and getting to know people and networking, networking, networking. I invested a lot
of time and then I started to see the benefits of that. It wasn't quick, and it took
persistence. There were a lot of benefits, but it involved a lot of investment of time
that and a kind of a trust that this would lead to something because there weren't
quick results. But there were many after a while.” (Settlement sector worker)

“And so when it comes to innovation and innovation, probably there's a perception
that it needs to be quick. And that's not inherently the case. Because you may take
four or five conversations before it gets there. Innovations [requires you] not to give
up on your idea, and that innovative thing doesn't necessarily need to happen on the
first conversation like that's part of innovation, it can take some time.” (Settlement
sector worker)

Additionally, settlement sector workers mentioned the need for a dedicated space to innovate,
where individuals could come together to forge partnerships, establish key priorities for
innovation, create opportunities, and share information, resources, ideas, and best practices.

“Something I've seen over the years is often innovation comes through partnership
with not the usual suspects. Where people from different sectors get together
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around an issue and so they're approaching it from different angles and can really
create something new. So I think partnership is really valuable for developing
innovation. These are the types of partnerships that have been very fruitful for us.
But you do need time and space, right? […] You need to bring a bunch of people
that aren't commonly together, and give them time and space to do that work.”
(Settlement sector worker)

“I think about kind of partnerships. And in the partnerships that I've seen, there has
been really a space where the ability to develop them is so dependent on the
infrastructure and like the ground being ready for those kinds of partnerships. So for
example, funding that has allowed for community organizations to actually pay for
their staff to spend time on projects […] has been enabling innovation in ways that
seem kind of few and far between [through] those opportunities to actually work
together and develop priorities. And to decide what innovation means in a specific
project. The time to spend doing that, because there's so much kind of labor and
thinking about what can be new and what can be designed differently in terms of
services or policies. I think the space for innovation and the infrastructure for it, the
funding for it, like you say, is all really critical.” (Settlement sector worker)

“I think that the space available for people to get together is going to be critical. A
lot of our tech incubators in our community, they first create that space. So it's that
space that is available for people to join, to be part of to be part of that community
as well. Innovation kind of stems from there, because they identify partnerships,
opportunities that can grow. So similar to that, I think, if we have an opportunity to
put something together that is more regional, provincial, even federal, for
innovation, for people to get together to look at areas for improving our services…
It could be virtual. It could be in person. It just needs to [be created]. We need that
environment to start off with.” (Settlement sector worker)

Organizational Capacity

Settlement sector workers noted building organizational capacity as another key enabling factor
for fostering innovation within the sector. While COVID-19 has made it increasingly possible to
access training opportunities online, settlement sector workers expressed the desire for more
support in training and professional development in order to ensure organizations have the
capacity to champion innovative approaches within their own work. In particular, settlement
sector workers emphasized the need for increased training and capacity building around the use
of technology. With the recent shift to online service delivery in light of COVID-19, some
settlement sector workers felt that the task of upskilling, testing, and implementing new
technology happened on the go without any support. This has been particularly daunting for
smaller-sized organizations that had had limited technological capacities to begin with. In some
cases, frontline workers have not only had to teach themselves how to use videoconferencing
software and learn how to make online classes and programs engaging for clients, but they have
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also had to train their clients on the use of technology and troubleshoot technological issues
without prior training.

“The sector is assuming all settlement staff are also IT specialists. And that's
certainly not the case. Right? And it costs a lot of time and frustration to learn these
new skills. So if the innovation piece is more online services for clients, then we also
need more training for the settlements staff to actually deal with this. Because we're
not all young millennial pups, you know?” (Settlement sector worker)

“We were surprised that every little organization had to reinvent the wheel, [… and]
kind of find out by themselves how to [offer services] online. Why wasn't it possible
for our [staff] to actually [access] online training and get support? Or why isn't it
possible to have one central IT support for the smaller settlement providers? We
don't have a big IT department, we don't have a big administration, we need to
figure it all out by ourselves. And we deliver services to roughly 100 clients a year.
And we do this all with two full time people. We are a team of four part-time. But if I
add all the hours together, it's two full time people. And that includes reporting,
preparation, [coming up with something] innovative, new, so I don't think that
[technology training] needs to be on us.” (Settlement sector worker)

Additionally, settlement sector workers pointed to the need for increased investment in
technological infrastructure, and for ensuring that organizations are well-equipped with
hardware and software required to be able to deliver services effectively and efficiently.
Technological infrastructure was a notable challenge for organizations located in smaller
centres and rural areas. Settlement sector workers highlighted technological hardware
and software not being a funding priority until recently (i.e., post-COVID-19), and some
pointed to the need for this to be a core component of funding moving forward.

“There's not enough financial support for technology. Both software and hardware.
As a nonprofit organization, we will receive budget allocated for some other things.
But the missing piece there is the technology. […] It was not the priority, you know,
by the funders before. The only the time they [started paying] attention is when
services shifted to purely online when public health ordered the lockdown.”
(Settlement sector worker)

“When you're talking about technology, we need not to have to fight and argue for
equipment and software. It's got to become a standard line item in all budgets.”
(Settlement sector worker)

Digital Access and Digital Literacy

While in some respects, the proliferation of online services in light of COVID-19 has propelled
innovation forward and enhanced access to services, digital access and digital literacy have
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continued to form significant barriers for newcomers. Limited access to technological tools has
resulted in newcomer families having to share one piece of technology to access workshops,
and in newcomers having to access language classes, trainings, and various other services using
their smartphones. Moreover, access to affordable, reliable, high-speed internet continues to be
a barrier, particularly in rural and remote areas. In the Territories, for instance, internet is costly
and often unreliable, and unlimited Wi-Fi services were only recently made available.

“[The shift to online services] has allowed us to reach a clientele that was not
traditionally served by settlement workers. [But] the problem of connectivity in some
communities, particularly in rural areas, is an undeniable fact. This limits access to
internet and even access to services via digital platforms. The possession of a
computer, tablet or other tool to be able to use it to access services. A survey was
conducted in the context of the pandemic. And it turned out that quite a few families
had one smartphone and that was the only tool that the family had for the kids to
keep up with classes when they were online at the time and for the adults to look for
work, because many had lost jobs and also had the connectivity problem. If, for
example, the family doesn't have broadband at home, even though they have all the
computer tools and stuff, it's everyone connecting into one network, well the
network. It is saturated and the connectivity, it becomes null. So yes, it was useful for
some people because there was the flexibility of being able to stay in the comfort of
one's own home and pursue training, orientation and so on. But it penalized other
people who were somewhat disadvantaged, and also people who were less literate
or illiterate. So, we also have clients who speak neither French, nor English. How can
they use translation services, etc.? All this in the virtual world, it becomes complex, it
is complicated to manage.” (Settlement sector worker)

“Up in the North, until recently, we did not have unlimited Wi-Fi services or options. I
think Whitehorse and Yellowknife got the unlimited option at the same time. I think
it was last November. So prior to that, that did create an issue with online services.
Not only is internet access expensive and restrictive. Lots of people don't have the
computer tech. They don't have the equipment, nor do they really have a place to go
to access a lot of equipment. If they're in school, they can get some assistance. For
those who are just looking for work, they're very dependent upon the telephone,
because most of them carry cell phone. And that's how we've been delivering our
services, either through zoom, or just telephone appointments with individuals, and
we're helping them you know, complete resumes. For these individuals and language
barriers are definitely a problem. We have really noticed the technology piece is
difficult, I think both because of where we are, and what is available, and then the
cost of the actual hardware pieces.” (Settlement sector worker)

“For newcomers, if they arrive in winter, it's not easy to ask someone. Okay, you go
to the library, you get a computer and you get online, etc. Perhaps it would be better
if organizations or government services, if they could offer or provide affordable
services to these newcomers who do not have a computer. So that it can be up to
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date, so that they can... I don't know... so that they can connect and then do
everything they have to do with the computer.” (Newcomer)

Discussions around digital access were coupled with discussions around digital literacy.
Settlement sector workers pointed to the disproportional ways in which digital access and
digital literacy impacted newcomers, with the implications being much greater on older age
groups, lower-skilled newcomers, and newcomers with low language competencies. Newcomer
participants echoed these concerns and suggested that newcomers’ individual preference,
access to technology, comfort level with using technology, language level, and age be
considered when offering services online. In particular, low language competency paired with
low digital literacy was viewed as a double barrier and a significant challenge, especially when
technology is used as a means for teaching or enhancing language skills.

“Training is needed, so we need to find ways to train newcomers to use the
computer. Because when you don't know that, it's really scary. You're thinking if you
touch it, maybe I can ruin my computer. We have to remove that anxiety from the
minds of the newcomers. So this is training. When you discover something, you are
no longer afraid. We are no longer afraid of the unknown. So, I think we need to
provide access, we need to provide the tool. And then provide training.” (Newcomer)

“[We need to] not only offer the services via virtual means and different platforms,
but also go beyond that to see what works with each type of client. Because we
know that not everyone is comfortable with computers, even if they use the
telephone to correspond. It doesn't mean that they have the capacity to use
[technology] to its full potential, especially to use it as a learning tool. I'm thinking of
the seniors, who were very vulnerable and isolated, and who needed to continue to
be communicated with to [keep] them updated and [keep] them engaged in
activities or whatever.” (Settlement sector worker)

“I have several students whose computer literacy is very, very low. And they don't
understand enough English to learn to use this program while being online already.”
(Settlement sector worker)

“The people who have the digital literacy are usually not our clients. So I would think
90% of the people who come to see us have low digital literacy and have low
language skills. So that is kind of our clientele. People who are very skilled
newcomers, they usually don't access our service. So I think that is where we could
put a focus on.” (Settlement sector worker)

“… there are certain groups of immigrants that require the in person, require
someone to take you by the hand and show you things. But then there's the bigger
category of skilled workers that come here to Nova Scotia or Canada in general, that
have the competencies to do online, navigate by themselves, have the language,
don't face barriers as other groups of immigrants. So yeah, so thinking of ‘Is this
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service for that group, or does it absolutely need to be done in person?’”
(Newcomer)

Settlement sector workers and newcomer participants pointed to the importance of prioritizing
digital literacy training and viewed it as a core component of newcomers’ settlement journey.

“I think at the same value than language, we should put digital literacy for clients,
because I think, with or without COVID going forward, that is the skill we will need. I
am also settlement worker in the front line, and 80% of my time I help people with
online applications. So I do think there is a big need of putting digital literacy to the
forefront of what's needed in the settlement sector.” (Settlement sector worker)

“We're finding that we're going to have to teach people digital literacy. It's going to
be a core part of client service delivery from here on in.” (Settlement sector worker)

“[Digital literacy] is important because [almost] everything here in Canada is
digitized. Even us elders too. We are old, but we are seeing how we can learn to
handle the Internet. Technology has become important here, really. Because even
talking about Zoom, when you don't know that, you can't talk to anyone. [Back
home], we don't have that. But here , it's really important.” (Newcomer)

Accounting for Regional Differences

Settlement sector workers highlighted the importance of taking into account the unique
challenges and contextual realities that characterize different regions. The majority of
settlement sector workers touched on the importance of contextualizing innovations based on
regional differences. However, due to the limited number of focus groups that were conducted
in a relatively short period of time, and the semi-structured nature of these focus groups, the
analysis was unable to yield an in-depth, cross-regional exploration of regional differences. In
this section, we demonstrate the examples of BC Small Centres and the Territories, as the topic
was discussed at greater lengths during focus groups that were conducted in these two regions.
It is worth noting that while the views in this section may not be representative, nor
comprehensive, the examples provided nonetheless showcase the importance of accounting for
regional and contextual differences.

In regard to BC Small Centres, settlement sector workers discussed challenges related to limited
resources, which have had a disproportionate impact on smaller-sized settlement organizations
in the region. With limited staff numbers, service providers within small organizations have had
to attend to various responsibilities including administrative work, client onboarding and, more
recently, training clients as well as themselves on the use of technology. This is in addition to
delivering programming and having to deal with pressures of meeting client quotas. The limited
resources in organizations serving smaller communities has, at least in part, served as an
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impetus for building partnerships and alliances as a means for ameliorating staff burdens and
facilitating the sharing of resources and clientele. With that being said, competition for funding
among organizations within close geographic proximities has at times prevented such
partnerships from materializing. Moreover, the task of forging and maintaining partnerships
requires a significant amount of time and effort, and often goes unpaid, despite being crucial for
the functioning of these organizations. As such, settlement sector workers expressed the need
for greater support for building partnerships, as well increased support in terms staff training
and capacity building. Settlement sector workers further highlighted the need for regional and
cross-national collaborations and knowledge exchange opportunities which allow for identifying
best practices and common barriers to innovation among organizations serving smaller
communities at much more limited capacities.

“[Building partnerships and alliances] isn't really considered paid work under IRCC,
to actually build this kind of relationships and the time you spend this relationship.
Smaller centres are chronically underfunded, and under resourced, and they are
wearing a lot of different hats in what they're doing. And I do think that there must
be more flexibility from IRCC, or from the funders to actually acknowledge that and
also promote that kind of [partnership building] type of work.” (Settlement sector
worker)

“I would love to see [opportunities for knowledge exchange] for smaller centres
[with organizations offering services on a very small scale]. It doesn't need to be in
BC it can be [anywhere across] Canada. I think that would allow for innovation
because when we're talking about innovation, it looks different for a small centre
than it looks for a big centre.” (Settlement sector worker)

In the Territories, similar challenges are compounded by the vastness of geographic locations. In
recognition of the fragmented (or siloed) services within the region, there has been increased
support from IRCC to bring organizations together under one umbrella. That is, some
organizations have been funded to provide services in their own communities as well as in
neighbouring small centre communities. Nonetheless, geographical barriers continue to form
limitations in terms of the ability to offer services in rural areas. Leveraging technology and
addressing barriers related to digital access and digital literacy in the region as a whole was
viewed as an important step for expanding the reach of settlement services to further include
smaller centre communities.

“We have five settlement organizations that were providing services in our city,
which has a population of 18,000 people. So things were becoming a bit
fragmented. IRCC did strongly encourage that we come together and form [one]
organization. And we have done that. I think this new concept of us having the one
center is going to be really good for the newcomers themselves to not have to be
going all around the city for services. [So] there has been a bit of an attempt to try
and rein [services] in, but we're [still] pretty fragmented here. Right now.”
(Settlement sector worker)
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“[Expanding technology] would be a way to grow for an isolated… You know, for a
territory where there's 333 communities, but we're all so far away from each other.
There's a big [newcomer] population in Inuvik, and they have no services for ESL
(English as a Second Language) stuff. So if we became adept at using technology, it
would be a way then to negotiate to IRCC potentially if we wanted to expand our
services, so then you could have people in smaller communities outside of the big
center Yellowknife [access services]. Internet access and technology would definitely
help us increase our scope of reach.” (Settlement sector worker)

With that being said, settlement sector workers and newcomer participants emphasized the
continued need for in-person services within the Territories, due to the geographical context
and the unique needs and challenges faced by newcomers in the region. For instance,
newcomer participants mentioned having a preference for in-person services in order to be able
to maintain in-person human connections, which could be difficult to do in a geographically
spread out region. They also mentioned high internet costs as a key deterrence for using online
services.

Settlement sector workers discussed the importance of in person services such as providing
outdoor recreational activities, which are geared towards helping newcomers build the skills
necessary to navigate the outdoors and acclimate to the new and often harsh environment.
They highlighted the need for greater flexibility from a funding perspective in order to be able to
account for the realities and challenges that are unique to the region. Settlement sector workers
further noted the difficulty in initiating programs and initiatives that are responsive to the needs
of the Territories and, as such, called for more cross-regional collaborations and knowledge
exchange opportunities that can help facilitate the process of adapting and learning from
programs being implemented in other regions.

“So we have women only swim nights. And at first there was a lot of resistance from
IRCC because swimming is dangerous and people drown. And we had to kind of say,
‘Listen, like this land that we're on is built around water. We have lakes everywhere
you look. Newcomers need to know how to safely [swim].’ And the other thing that
we do is we offer canoeing opportunities. And that's not necessarily something IRCC
would fund, but we've had to kind of look at the reality of where people are living
and we've been fortunate that we've had United Way in our city funding us.”
(Settlement sector worker)

“We're different from, say, an urban center, and what we do, and how we, I guess, in
an innovative way, how we adapt programming and settlement services to fit into
our communities, and to our needs and being up North. And I think if [funders] came
and actually visited on site, they'd have a better idea.” (Settlement sector worker)

“It'd be nice to have more of a national framework and contact list so that the
jurisdictions that are newly beginning or adopting certain policies and programs
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[have someone to reach out to]. In the north, it's kind of unique because you have to
kind of take what the South is doing. And then kind of alternate and morph it into
what fits best for a Northern community. Starting it and laying a template and a
foundation is always difficult up North because you don't have anything to go by
and we are unique in how and what we need to serve.” (Settlement sector worker)

Leveraging Newcomers’ Strengths

Settlement sector workers recognize the important role that settlement organizations play in
assessing newcomers needs and continually adapting their services to be able to respond to
those needs. However, they also recognize that any efforts to address newcomer challenges and
barriers are only effective in as much as they are rooted in newcomers’ voices and lived
experiences. As such, settlement sector workers stressed the importance of viewing newcomers
as the primary source of innovation, and leveraging their strengths and talents in a bottom up
rather than a top down approach. Newcomers are highly intuitive, resourceful, adaptive, and
responsive to sudden shifts in their environments; in many respects, they embody what it
means to be innovative, and should be part and parcel of conversations around innovation
within the sector.

“Every single cohort we've had, we've changed [some aspect of the programming],
because you learn from every single [client], you get something new and there's a
new adaptation and clients give really good feedback. And to me innovation needs
to be led by the user. It needs to come from them as much as possible.” (Settlement
sector worker)

“When we look at the dichotomy between being reactive and proactive, the
government would be 90% reactive and the SPOs have a little bit more leeway to be
more proactive. [But] really, the ones who are proactive all the time are the
[newcomers]. [So we really need to be] looking at their resourcefulness and looking
at how they are managing to solve problems in an informal way. Because most of
the best ideas are going to come from them.” (Settlement sector worker)
 
“I mean, the people on this call and the settlement service providers and the funders
[are the ones] dictating what innovation looks like to our clients. But asking our
clients, what does that look like to them. So we can really leverage all the skills and
talents that our clients are bringing to us. Because right now, I don't feel like the way
the system is built is allowing them to reach their full potential. So going back to the
original question, what is innovation? I'd like it to be less sort of top down and more
of a two way street, where we're asking our clients, ‘What do you need?’ ‘How can
we support you to be innovative?’ and then really leverage all that potential that
we're not leveraging right now.” (Settlement sector worker)

“… Having services, programs, open opportunities, initiatives, projects that amplify
and tap into [newcomer] strengths, much more than into filling in their needs. And I
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have seen a little bit of a shift in IRCC funding more strengths-based approach and
funding programs that are tapping into the strengths of [newcomers]. I would love
to see more of that.” (Settlement sector worker)

Likewise, newcomer participants highlighted the importance of being empowered to participate
in conversations and advocate for their needs. They further stressed the importance of efforts
to include the voices of those who are most vulnerable, including women, youth, newcomers of
older age groups, newcomers who are differently-abled, and newcomers facing language
barriers.

“I feel that we, as newcomers, should have a sort of committee, where we advocate
for ourselves and raise awareness about the needs that we do have. So, so the next
newcomers wouldn't face the same challenges or the challenges will be, you know,
easier on them. If we have a committee or a group or organization where we could
meet and discuss and develop ideas, because we are the ones who know what the
challenges are. And for people to hear our voice, if we could meet and say, ‘Okay,
these are the challenges that face our kids as newcomers in school, so we should do
something.’ And to raise awareness in the community. And you know, people here
are really amazing, but sometimes they're not aware of all the challenges that
newcomers face, and what they went through from before they came here,
especially the youth that came from warzone areas. And [we also need] to think
about the people who don’t speak the language as well. So we need to hear voices
from people who that their English is not, is not strong, and to provide some, you
know, translation services and interpretation. So, so we could hear their voices, and
to hear their challenges, because I'm pretty sure that the challenges are different,
because of the language. So when I think about a woman who is single with no
English proficiency, I can't imagine what she's going through, like a single mom, with
no English with many kids to care for. And so I think we need to have more
[conversations] to hear [different newcomer] voices.” (Newcomer)
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Looking Ahead: COVID-19 as an Impetus for Innovation

The unfolding of the COVID-19 pandemic has caused a major disruption to the settlement
sector. However, as history has shown, the sector is capable of adapting and finding new ways
of reinventing itself, often bouncing back even stronger after a challenge. As difficult as the
pandemic has been, it is undeniable that COVID-19 has ignited innovation across the sector in
unprecedented ways. In response to the challenges the pandemic has brought about, we see
many of the aforementioned enabling factors coming to play, creating more and more
opportunities for putting into practice what it means to innovate within the sector.

Our focus group discussions alluded to some implications certain enabling factors have had
during the pandemic. For one, settlement sector workers noted increased support and flexibility
with funding. As a result, settlement organizations have felt increasingly able to respond to
sudden shifts on the ground by having more leeway in terms of how they spend and (re)allocate
their budgets.

“I will say, so as much as we do miss the in person connections that we make, there
are silver linings in that [online programming] is a lot more cost effective. So I can do
so much more with my programming budget right now. I can redistribute some of
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that money this year, because there are some allowances for us to be able to move
things around. It is really quite helpful with my very limited budgets that I work
with.” (Settlement sector worker)

“So what's been good about COVID is in certain areas, there's been an increase to
some funding. Technology being one. Like and I found, typically, if you ask for it,
they're saying yes these days.” (Settlement sector worker)

Settlement sector workers have also observed an overall mindset shift at different levels within
the sector. From a government level, there has been less resistance to new ideas and new
approaches. As a result, organizations feel more supported and more able to have an open
communication with their funders.
 

“COVID helped us to focus on ‘What do we need right now?’ And ‘What do our
clients actually need?’ Priorities shifted so much. And it gave us, as a small program,
quite some freedom. Right now, it's really a great time to talk with your funder. And I
feel like there’s flexibility and there’s real interest in helping us right now. I don't
know that I've ever experienced that before. I have the feeling that the funder is
[now] really listening and supporting [our] ideas. Because they're also, going away
from ticking boxes, right? At the moment, [that’s] not first priority. And I hope that
maybe we could get these kind of thinking forward into post COVID times. So that
we can be innovative without fearing that, oh, this might backfire on us, big time.”
(Settlement sector worker)

At the same time, from an organizational level, there has been less reluctance to take risks and
challenge the status quo by trying out new approaches. This aspect is particularly salient in the
ways in which organizations have adapted and shifted to using technology. On the one hand,
the use of technology has illuminated endless possibilities for delivering services, include the
ability to expand the reach of services to populations that were previously excluded, as well as
the ability to deliver virtual programming using mediums never before explored. On the other
hand, the technological shift has brought to the forefront existing challenges around digital
access and digital literacy, and concerns related to the undermining of human interactions and
ability to forge relationships organically. In all, COVID-19 has served as a fertile ground for taking
risks, experimenting, and learning in regard to the use of technology within the sector.

“Before, when we brought up new ideas or new approaches, everyone was reluctant
to change. People were hiding behind ‘Oh no! it’s not possible! It’s going to take a
long time to implement, etc.’ But when everyone was faced with the truly universal
constraint of the pandemic, we saw that everyone had no choice but to change and
adapt. And it happened at an incredible speed. We see, for example, all
organizations without exception, they have been able to adapt their [practices] to be
able to integrate the element of technology, [including] for the elderly, etc. Imagine
that if this same question was brought up a few months or a few years ago, it would
have been ‘Oh no! it's not possible!’” (Settlement sector worker)
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“One of the surprising things that we're seeing is that there are some clients who are
happy to have remote service delivery and quite frankly don't see the need to come
into the office ever again. So this is going to change the way we think about how we
deliver services. And the hybrid model of a combination of in person and remote, I
think is our future.” (Settlement sector worker)

“I think it's also something maybe we learned that some things are possible with
technology, and innovation, and others aren't. We tried to bring people online into
classes. And only one student was able to do [the class online]. It didn't work for at
all for us. It didn't. So we really needed to step three steps back and say, okay, we
need to do something different here.” (Settlement sector worker)

“I think technology will eventually get there where it becomes a little bit more
collaborative, where the organic [relationship building] happens. If you talk to
people a year ago and said, ‘Do you think you could work where you talk to
everybody in two dimensions all day?’ Well, we wouldn't do it a year ago. But we do
it now.” (Settlement sector worker)

While COVID-19 has arguably served as a major impetus for increased innovation within the
sector, it is difficult to predict what this will mean for the sector in the long run. Our focus group
discussions allude to what has been made possible thus far in terms of funding and adopting an
innovation-oriented mindset. Additional questions remain around how partnerships will be
leveraged, the types of spaces that will be created to foster collaborations, how organizational
capacities will be supported, how the digital use divide will be addressed, how regional
differences will be accounted for, and how newcomers will be empowered to play a key role in
driving innovation forward. Tackling these questions will require an intentional and concerted
effort across different players within the sector, rooted in a unified vision and goal of innovating
not just for but with newcomers.

“I think it's time to take a step back from all of this and ask ourselves honestly, ‘Do
we really want to make a change in the sector?’ And ‘What changes do we want to
see?’ and ‘What are the means we want to implement to be able to achieve this?’
And I think [the pandemic] gives us [some] answer so that we can put in place
concrete actions, be part of the innovation and, get off the beaten track.”
(Settlement sector worker)
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Recommendations

1. Ensure that efforts geared towards fostering innovation are grounded in a common
definition of innovation that is agreed upon by all players within the sector. This will
ensure concerted and streamlined efforts, as well as an effective and efficient allocation
of resources.

2. Explore the feasibility of establishing a funding model parallel to the current IRCC
funding model, which allows for risk-taking, supports the long-term implementation of
viable innovative ideas, and places more flexible expectations around evaluation metrics
and reporting requirements. Consider having in place a systematic approach for
selecting and funding innovative projects and initiatives based on their viability and their
role in addressing key priorities within the sector. This could be coupled with a feedback
mechanism that allows for demonstrating lessons learned from both successful and
unsuccessful initiatives.

3. Promote an innovation-oriented mindset across different levels of the sector that
encourages open communication between funders and service providers, and allows for
risk taking and unconventional ideas to be explored.
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4. Support partnerships and collaborations across the sector. Consider having collaborative
partnerships as a precondition for funding, especially for organizations based in smaller
centres. Create dedicated physical and virtual spaces to enable various players across
the sector to forge partnerships and collaborations that allow for innovative ideas to
flourish, while establishing key priorities and opportunities for innovation. As well,
support knowledge and information sharing events and initiatives that allow for the
sharing of information, resources, ideas, and best practices.

5. Support funding for enhancing efficiencies within organizations in order to free up staff
time to innovate. This could include funding technology that can be used to make
day-to-day tasks more efficient, or creating a centralized service for offloading
administrative tasks such as client onboarding. Alternatively, consider supporting the
creation of staff positions that are dedicated to advancing and championing innovation
within organizations.

6. Support more training and capacity building within organizations, and prioritize
technology training for smaller-sized organizations. As well, ensure organizations are
well-equipped with the hardware and software technology needed to be able to
function efficiently and effectively.

7. Address digital access and digital literacy barriers among newcomers. Prioritize digital
literacy training for those who are facing language barriers, are of older age groups, or
are considered lower-skilled.

8. Take regional differences into account, factoring in the realities and challenges that are
unique to each region. Support further cross-regional consultations in order to enable a
more in-depth exploration of regional differences and priorities in regard to innovation.

9. Promote a bottom-up approach to innovation by leveraging newcomer strengths and
talents and ensuring they are part of conversations about innovation within the sector.

10. Use the current momentum that has been spurred by COVID-19 to further innovative
work within the sector and establish key learnings that can inform future innovation
initiatives.
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Appendices
Appendix A: Settlement 3.0 Focus Group Guide (Settlement Sector Workers)

Introductions

● Suggested timeframe: 15 mins
● Objectives of this section:
☐ Do a round of introductions (name and affiliation).
☐ Introduce the project briefly and relay the key focus group objective to the participants:

▪ To explore concrete examples of promising innovative work.
▪ To assess the conditions needed to encourage innovation in the sector.
▪ To gather recommendations that can help inform the future of national settlement

policy in Canada.

Defining Innovation

● Suggested timeframe: 15 mins
● Objectives of this section:
☐ To gather participants’ thoughts on the project’s definition of innovation (see below).
☐ To see if there are other ways they might define innovation within the settlement sector.
Work with the group to agree on a definition of innovation and display this using
screenshare for reference throughout the focus group.

In this project, we define innovation as: “The digital and non-digital practices and approaches
that foster the adaptability and agility needed to enable the settlement sector to stay “ahead of
the curve” in a rapidly changing migration and settlement landscape, with the goal of better
serving newcomers to Canada. We note the difference between “innovation” (developing
something genuinely new) and “iteration” (refining what works to make it work even better).

Broad Innovations Within the Sector

● Suggested timeframe: 25 mins
● Objectives of this section:
☐ To capture concrete examples of innovative practices, models, and approaches that
participants have seen (or would like to see) within the settlement sector. Probe for examples
in the following domains:

▪ Innovative funding models

35



▪ Innovative partnerships

▪ Innovative approaches to service delivery

▪ Other forms of innovative practices, models or approaches

☐ To assess the implications of implementing such innovative practices, models and
approaches on the sector as a whole and on newcomer experiences.

NOTE: Innovation that is specific to the adoption and use of technology will be discussed in a
section to follow. This section is concerned with implementation aspects of innovation on a
higher level (i.e., innovation in relation to funding, partnerships, implementation, etc.).

Enabling Conditions, Collaborations, and Future Directions (Broad Innovations)

● Suggested timeframe: 15 mins
● Objectives of this section:
☐ To assess factors that have contributed towards fostering or hindering the implementation
of innovative practices, models and approaches within the settlement sector. Probe for
enabling and inhibiting conditions at different levels:

▪ National

▪ Provincial

▪ Municipal

▪ Private Sector

▪ NGO

☐ To gather concrete recommendations on how innovative practices, models and
approaches can be implemented effectively in order to enhance settlement outcomes and
better meet the needs of newcomers.

Technological Innovations

● Suggested timeframe: 25 mins
● Objectives of this section:
☐ To capture concrete examples of innovation that are specific to technology/technological
advancement. Probe for examples in the following domains:

▪ Innovative data management technology
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▪ Innovative communication technology

▪ Innovative service delivery technology

▪ Other forms of technological innovations

☐ To assess the implications of implementing such technological innovations on the sector as
a whole and on newcomer experiences.

Enabling Conditions, Collaborations, and Future Directions (Technological Innovations)

● Suggested timeframe: 15 mins
● Objectives of this section:
☐ To assess factors that have contributed towards fostering or hindering the adoption of
technological innovation. Probe for enabling and inhibiting conditions at different levels:

▪ National

▪ Provincial

▪ Municipal

▪ Private Sector

▪ NGO

☐ To gather concrete recommendations on how technological innovation can be adopted
effectively in order to enhance settlement outcomes and better meet the needs of
newcomers.

Closing Remarks

● Suggested timeframe: 10 mins
● Objectives of this section:
☐ To gather final reflections, additional comments, etc.
☐ To thank everyone for their time and valuable input.
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Appendix B: Settlement 3.0 Focus Group Guide (Newcomers)

Introductions

● Suggested timeframe: 15 mins
● Objectives of this section:
☐ Do a round of introductions (name and affiliation).
☐ Introduce the project briefly and relay the key focus group objective to the participants:

▪ To explore concrete examples of promising innovative work.
▪ To assess the conditions needed to encourage innovation in the sector.
▪ To gather recommendations that can help inform the future of national settlement

policy in Canada.

Defining Innovation

● Suggested timeframe: 15 mins
● Objectives of this section:
☐ To define innovation within the settlement sector. Work with the group to agree on a
definition of innovation and display this using screenshare for reference throughout the
focus group.

Broad Innovations Within the Sector

● Suggested timeframe: 25 mins
● Objectives of this section:
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☐ To capture concrete examples of innovative practices, models, and approaches that
participants have seen (or would like to see) within the settlement sector. Probe for examples
in the following domains:

▪ Innovative approaches to service delivery

▪ Other forms of innovative practices, models or approaches

☐ To assess the implications of implementing such innovative practices, models and
approaches on the sector as a whole and on newcomer experiences.

NOTE: Innovation that is specific to the adoption and use of technology will be discussed in a
section to follow. This section is concerned with implementation aspects of innovation on a
higher level (i.e., innovation relation to implementation and service delivery).

Enabling Conditions, Collaborations, and Future Directions (Broad Innovations)

● Suggested timeframe: 15 mins
● Objectives of this section:
☐ To assess factors that have contributed towards fostering or hindering the implementation
of innovative practices, models and approaches within the settlement sector.
☐ To gather concrete recommendations on how innovative practices, models and
approaches can be implemented effectively in order to enhance settlement outcomes and
better meet the needs of newcomers.

Technological Innovations

● Suggested timeframe: 25 mins
● Objectives of this section:
☐ To capture concrete examples of innovation that are specific to technology/technological
advancement. Probe for examples in the following domains:

▪ Innovative data management technology

▪ Innovative communication technology

▪ Innovative service delivery technology

▪ Other forms of technological innovations

☐ To assess the implications of implementing such technological innovations on the sector as
a whole and on newcomer experiences.

Enabling Conditions, Collaborations, and Future Directions (Technological Innovations)
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● Suggested timeframe: 15 mins
● Objectives of this section:
☐ To assess factors that have contributed towards fostering or hindering the adoption of
technological innovation.
☐ To gather concrete recommendations on how technological innovation can be adopted
effectively in order to enhance settlement outcomes and better meet the needs of
newcomers.

Closing Remarks

● Suggested timeframe: 10 mins
● Objectives of this section:
☐ To gather final reflections, additional comments, etc.
☐ To thank everyone for their time and valuable input.
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