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Land Acknowledgement

| live, work, and raise my children in Toronto, on the traditional territory of many
nations including the Haudenosaunee, the Wendat, and the Mississaugas of the
Credit. This land is also covered by the Dish with One Spoon Treaty.

| gratefully acknowledge these Indigenous nations for their guardianship of this
land, now and forever.

| am responsible for honouring their guardianship and stewardship of this land in
the spirit of peace, friendship, and respect.



Agency of the future
What does a digitally
mature sector look like?
What is happening in

TO d ay'S the sector now that will

create this vision?
agenda How can you

contribute to and

create that future?




Agency of the future (spoiler, it's now)

Face-to-face

“A combination of face-to-face in classroom and
technology-mediated learning using devices such
as computers, smartphones, tablets and other
mobile devices with an internet connection. These
devices may be provided by programs, or
learners may be free to bring their own device.
Our position is that blended learning in adult
education is not only about the use of tools
and resources. Instead, it is a way to think
about program and curriculum development,
including learning design and delivery.” (Adult
Literacy Education Organization)



The Responsible Tech Ecosystem

omputer Science
+ Engineering
How can | develop
technologies
responsibly?

How does
technology and

one another?

Law

How can we ensure
the legal protections
of individuals in
digital spacse?

Education

How will technology
shape the way we
learn?

Philosophy

How can we harness
theories of
philosophy and
ethics to better
shape technology?

Sociology

In what ways does
technology impact
our social
organizations and
relationships?

Peyclisiogy Community

Development

How can
communities
leverage technology
for equity and
access?

How can technology
influence our minds
and behavior?

Anthropology

culture influence

Environmental
Studies

How are
technologies and
computing altering
our environment?

Health

What role can
technology play in
developing a more

equitable healthcare

system?

Economics

In what ways can we
balance responsible
innovation and
econnomic growth?,

Policy

As technology
becomes more

ingrained in society,
how can policy
evolve to the voice
of citizens?

International
Relations

What role can
technology play in
international affairs

and politics?

Digital
Design

What is the impact of
thoughtful design
on technology?

Statistics
How can we

demystify the
statistical
foundations of "Al"

Information
Science

and "Big Data"?

Social Work

How can we apprise
individuals about
their digital rights
and protections?

How is information
stored and
disseminated
online?

How does
technology shape
the way we view art
and media?




Sector Digital & Informational Context & Capabilities

Information & Data
Literacy

ICT Communications

infrastructure & Cont_ent
Capacity N Capacity

Leadership &
Policy Capability




Settlement Agencies
Representation

Employers and

mployer Migrant Workers
Associations Support
Representation Organizations

Representation

Migrant
Workers BC Housing

Working Group

Labour Representation

Industry and
Business
Representation

BC Govemment
ministnes

Federal Government (Serice
Canada, ESDC, CBSA, IRCC)

Consulate Liaison
ers
Representation




Hybrid Service Delivery - blended model

Blended learning/teaching
requires

e Thoughtful planning

e New approaches to service
design

e Pedagogical shifts and skills



The future of your job

Your job is not at risk. It will change, but your role is
more important than ever before (personalization,
misinformation, disinformation, curation,
Incorporating data into your work,
systems/community/tech navigation, etc.)

What does that job look like? It's up to us.



New Professional Roles in Service Delivery

e A digital coordinator could wear multiple hats and functioned in
different roles.

e Adigital lead could identify digital service delivery needs amongst
staff and clients. This role should also develop ways to support
staff to be engaged in virtual spaces.

e Digital navigators and specialists could offer customized digital
training for both clients and staff.

It is important that frontline workers learn to be substantially

knowledgeable about digital devices and platforms and prepare for
digital transformation readiness.



What does a digitally mature
sector look like?



Digital maturity
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Digital maturity

Baselines in hybrid
service delivery

A floor of infrastructure &
competencies

Three I's of Immigrant
Integration

Intentionality, Instruments,
Investments

Client-Centric Data

Creating a seamless client
settlement experience and
journey.

Digital Settlement Agency

Client

Professional
Development

Competencies framework for
PD. Knowledge mobilization.

Digital/Data Maturity &
Risk Frameworks

Learn, borrow, customize,
implement.

Digital Inclusion &
Equity
Aligned with sector values of

access, anti-oppression,
inclusion.




Digital Inclusion - addressing digital equity and
the digital divide

e Complex social challenge that require well-planned
interventions in hybrid service delivery

e Digital divide for clients: (1) limited access to digital
devices and platforms, (2) low literacy in English orin
their own languages, and (3) digital equity also
intersects with other equity and social justice issues

e 5 A’'s of technology access: availability,

affordability, awareness, ability, agency



Digital Inclusion - addressing digital equity and
the digital divide

e We have come to a better understanding of the
multi-dimensions of digital inequality

e Digital inclusion needs to consider different social and
situational contexts

e Digital inequality also happens to frontline workers

themselves
e You cannot do this alone.



Enabling Change in the Organization

Support successful settlement outcomes through collaboration across a
variety of local partners. Less confusion, focus on assets, greater
organizational collaboration, opportunities for employers, welcoming
community. Rethinking: .

Collective

e Service Delivery

~ How canwe How can

& y dentify and we mobilize
. i 4 amplify collaboration across
e Community Engagement o R
x change?
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Community " COMMUNITY v canwva
Innovation § | CHANGE bring the right
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" What
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leadership are
required for community
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Innovations and promising practices

Innovation: the digital and non-digital practices and
approaches that foster the adaptability and agility needed to
enable the Migrant Worker Support Services 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 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.
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Align
processes and
techpologies

Incorporate
customer feedback

2

Map
customer lifecycle
o

Customers in

..trgpe‘nter

Measure
change using KPIs
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Understand
the customer
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Human Centered Design

People

Consumers.
End Users.

Technology

Functionality. Engineering.
Feasability. Realisic. Complex.
Performance.

Human Factors.
Ergonomics. £
Applied Ethnography. v mm

Analysis

Simplicity.
Usability Testing.
Efectiveness.
Interaction.
Prototyping

User
Experience

Innovation.
Design Research.
Stakeholders

Ideation. Participatory Design.
Collective Creativity.
Generative Design Research.
Generative Tools.

Design

Exper Mind Set. Aesthetics.
Creativity. Experimentation.
Visual Design. Critical Design.
Cultural Probes

Reliability.
Validity.

Branding. Marketing.
Design Thinking.
Market Communication.

an-Centered



Stories
EthnographicResearch
Sense Making
System Mapping

Checking the
prototypes with

community/with v
user groups the

prototypes are for ‘ HUMAN

CENTRED
LAB
PROCESS

<4
o

Choosing ideas that PROTOTYPE

could meet needs

Making prototypes of what
a service, policy innovation

& https:/skillssociety.ca/about/reports-and-tools/
could look like

Making sense of
needs and insights
from stories

“How Might We”
Questions




Pathway for Economic
Class Newcomers

Toronto East LIP
WoodGreen Community Services

For Interactive document with details, go to:
http://wiki.settlementatwork.org/wiki/Pathway_fo
r_Economic_Class_Newcomers

Upon Arrival &
First Few Weeks

>

|

Contact Settlement or

Newcomer info

Ja

Banking System

Rights and
Responsibilities
{Tenant, Consumer
and Human rights)

Permanent
Housing
[market and
subsidized)

{ow, oDsP)

v

Education
System

finance (small

v

Health care
System

busines)

v

Employment




There are different biases and limitations through out the
journey of a Newcomer...

Legend:  Hot State Cold State

=> => => = => => =

Decide to go Seek Information Check Prepare & Get tests, Acceptance Landing
IRCC in;o/ blogs eligibility Apply additional letter
conrerence
/ . docs, pay
é * Excited * Overwhelmed Confusion ®* Bored * Pain of paying Happy * Intimidated, confused
= * Dreamer * Confused Anxiety ®' “Time- *  Mental Excited * Scared, anxious
= consumed accounting Relieved * Pain of paying
o additional expenses
v *  Overconfidence ®* Choice Choice * Choice * Uncertainty Uncertainty bias * Uncertainty bias
2 bias overload overload overload bias No sense of * Mental accounting
g ®* Optimism bias * Cogpnitive load Uncertainty * Uncertainty urgency * Effort justification
5 * Confirmation * Confirmation bias bias Don't want to * Herding bias
n bias bias Need to * Procrastination read in detail * Mental accounting
© * Notin Canada calculate scores *  Cognitive load formal, wordy, * Long wait
@ manually and * Manual lengthy letter * Language - financial barrier
.

continuously
check if criteria
is met

processes

Exposure to info limited to
community



Portal

+ Destinations
* Silos / Departments
* Integration

* Make the customer
come to you

« Static personalization:

who they are

Marketing
Management

* Experiences

* Federated

touchpoints

* Interaction

* Meet the customer in

context

* Dynamic

personalization: what
they do

Content
Management

\

Personalization
and Targeting

DIGITAL
EXPERIENCE

Analytics &
Optimization

Search

https://www.sketchbubble.com/en/presentation-digital-experience-platform.html

Product information
Management




What is happening in the sector
now that will create this vision?



Current research - common themes

e There are unique needs and challenges for different regions

e The sectoris keen to work together toward more innovative and
collaborative practices

e The pandemic should be viewed as an enabling condition for
innovation and collaboration: it necessitated two-way dialogue
between funders and organizations, leading to adaptive responses to
uncertain situations

e |nvesting time and resources into increasing digital literacy and
capacity across the sector - including newcomers and SPOs - is
essential to holistic service delivery moving forward

e Expand service eligibility to allow organizations to formally serve

clients including foreign students and TFWs



Current research - common themes

Build and implement more innovation-focused, flexible funding
arrangements to allow for hypothesis testing and responsive/adaptive
programming

Invest in knowledge mobilization and professional development
resources for sector service providers

Empower newcomers to be agents of innovative practices and drivers
of their own settlement journeys

The sector and newcomers are resilient, innovative, and forward
looking.



Promising Practices - meeting newcomers
where they are

@ nhitps:/migrantworkersalliance.org/.. ¥ &

& =&

Migrant Students
We are students. We are workers. We are
migrants. We deserve fairness!

Farm-Workers

We sustain the world. United We Are Stronger!

Information:
Need support? Message on WhatsApp!

(O 647-858-2854

Connect: ¢

Information:
Need support? Call or text.

(O 905-324-2840

Connect: B3

Information:

Need support? Call or Whatsapp.

O 647-782-6633

Connect: @

Health Care

Community Events

Pesticide Training

o

0GVG

e

Q

Locations & Contacts

A

Health and Safety

-~

J

Weather
00
(1]
[ )

Employer Tools

Settings

¥4 088%

®

Transportation

Consulates




Promising Practices - meeting newcomers

where they are

Important updates

During COVID-19, MOSAIC's Migrant Workers Hub located in Surrey is closed, but services are
available online and by phone.

We have services in English, French, Spanish, Cantonese, Mandarin, Portuguese, and Tagalog.
Interpretation support in over 50 languages is available upon request. Contact us through:

e migrantworkers@mosaicbc.org
e (236) 889-8541, (604) 218-7347, (604) 365-5369 and (236) 889-4115
« Zoom, WhatsApp text & video, text, iMessage & FaceTime are also available

Are you tired of connecting through Zoom?

Don't worry, you are not alone.

Vernon & District Immigrant and Community Services
Society has developed an English program just for you!

The program uses WhatsApp because it's:
» easy to connect
e easytouse
¢ quick and convenient
Lessons are 30-minutes long and focus on speaking and
pronounciation - created with your needs in mind!

Join the VDICSS Mobile English Program!
For more information, contact Aida at

aida.sanchez@vdicss.org
(N1

is1  Funded by the Government of Canada's S
Canada Migrant Worker Support Network MOSAIC




Promising Practices - generating ideas

Orientation to Ontario Chatbot

020@COSTl.org

accesﬁ

& ity £y
»
(>} Chalmeyg

Hi! I'm VERA, ACCES's Virtual
Employment and Resource
Attendant.

Hello, I'm a chatbot to help you
learn more about moving to and
living in Ontario, Canada.

Before we start, what's your name?

By clicking on the buttons, you'll be
able to learn new things and access
information resources about
Ontario

S\

* e AW\

need help'-"
let’s chat

But before we start, we first want to
learn a little bit about you! A We
want to make sure that the

information is relevant to you. Newcomer
;zljct which status best applies to Mental Health
Support
chat on-line

www.folk-arts.ca/mentalhealth

fype a message...




Promising Practices - generating ideas
@ T

Scroll through the options by Temporary Residents in Ontario.

G EEEE clicking buttons to go left g and
- g & a Below you'll find 6 main categories

right g . )
g a for information. Scroll through the You must have a Social Insurance
Hi, Welcome to Orientation to

Ontario. The 020 Chatbot is a one- A & & options by moving or CIiCking the Number (SIN) to work ﬁ To learn
stop information hub for buttons left a and I’ight . more how to app|y click on SIN

Newcomers, International Students,
Refugees, and Temporary Foreign s . button below -
Workers. i

G d h d .
You can also have your credentials

. . assessed to help match your

training and education with the The Ontario Human Rights Code

equivalent in the Canadian guarantees equality @ Q@@
education system in the workplace, and makes it
illegal to discriminate against or

harass a person based on age, race,

country of origin, ethnicity, religion,
disability, family, gender or sexual
SIN orientation. You can find out more

by clicking below

Workplace Rights

Temporary Resident [ < | E
A foreign national who is legally allow
to enter Canada for a temporary Work Credentials

purpose. e ) o
Learn how to start a business, get :
employed, workers' rights and more! Emplovaicaipes Ranelunsionion)
—Click Here!
Click Herel Workplace Rights K Preparing for Work




Promising Practices - generating ideas

® 10:35 O P4046%

Mennonite New Life Centre of Toronto

Learn all about B.C. COVID-19  Livingin Canada  Immigration |
Updates

ef |&W)(2

Settling In Housing

Health & Language Employment &
Recreation Programs Training

Your Rights Upcoming Book an
Workshops Appointment

WELCOME TO ALBERTA

6/

Get Involved Contact Us




Questions to ask yourself in all of this

e Who are you serving?

e What do you know about their digital habits,
information seeking practices, communication
preferences, access to devices, language they
prefer to communicate in?



What we know about who we serve

In 2020, the top 5 Temporary Foreign Worker Program (TFWP)
source countries were Mexico, Jamaica, India, Guatemala, and
the Philippines.

Tpp source countries for work permits issued under the
International Mobility Program (IMP), were India, France, China,
the U.S., and the U.K.. Brazil and South Korea ranked closely
behind.



MEXICO

ESSENTIALHEADUNES FOR MOBILE, INTERNET, AND SOCIAL MEDIA USE

A\ CHANGES TO DATA SOURCES FOR INTERNET USERS AND SOCIAL MEDIA USERS MEAN THAT VALUES ARE NOT COMPARABLE WITH PREVIOUS REPORTS e
TOTAL MOBILE INTERNET ACTIVE SOCIAL
POPULATION CONNECTIONS USERS MEDIA USERS

129.6

URBANISATION:

80.9%

115.4

vs. POPULATION:

89.1%

92.01

vs. POPULATION:

71.0%

100.0

vs. POPULATION:

77.2%

wwss social

MOBILE INTERNET USE

USERS WHO ACCESS THE INTERNET VIA MOBILE PHONES

A\ USERNUMBERS NO LONGER INCLUDE DATA SOURCED FROM SOCIAL MEDIA PLATFORMS, SO VALUES ARE NOT COMPARABLE WITH PREVIOUS REPORTS -
TOTAL NUMBER OF MOBILE INTERNET USERS ~ SMARTPHONE INTERNET ~ FEATURE PHONE INTERNET ~ AVERAGE DAILY TIME USERS
MOBILE INTERNET USERS AS A PERCENTAGE OF USERS AS A PERCENTAGE ~ USERS AS A PERCENTAGE AGED 16 TO 64 SPEND
(CELLULARAND / ORWIFI) ~ TOTALINTERNET USERS ~ OF TOTALINTERNET USERS ~ OF TOTAL INTERNET USERS ~ USING MOBILE INTERNET

A 4Gy

88.24 959% 91.5%

MILLION

4H 39M

6.9%

dre. | Hootsuite: ° e e e ok

@ MOST-USED SOCIAL MEDIA PLATFORMS

DEVICE OWNERSHIP

PERCENTAGE OF INTERNET USERS AGED 16 TO 64 THAT OWNS EACH KIND OF DEVICE
MEXKCO

MOBILE PHONE SMART
(ANY TYPE) PHONE

NON-SMARTPHONE LAPTOP OR DESKTOP TABLET
MOBILE PHONE COMPUTER DEVICE

@ ©

11.4% 74.2%

98.9% 98.7% 48.0%

TV STREAMING GAMES SMART HOME
STICK OR DEVICE CONSOLE DEVICE

=
24.0%

SMART WATCH VIRTUAL
ORWRISTBAND REAUTY DEVICE

48.3% 12.2% 22.6% 6.3%

670 64 SEE GLOBAWEBINDEXCOM FOR MORE DETALS.

:a'r:gu | Hootsuite

PERCENTAGE OF INTERNET USERS AGED 16 TO 64 THAT HAS USED EACH PLATFORM IN THE PAST MONTH

MEXKCO

96.3%
95.3%

91.3%

FACEBOOK MESSENG ER 79.4%

INSTAG RAM 76.9%
61.1%

8%
46.8%

I 7%
A -+
S :::
T
A %
IR, 20.0%
T 1%
T



ol USE OF MOBILE APPS BY CATEGORY MOBILE ACTIONS

2021 e T EAC MO s PERCENTAGE OF INTERNET USERS AGED 16 TO 64 THAT PERFORMS EACH ACTION USING THEIR MOBILE PHONE EACH MONTH
mixco
CHAT APPS SOCIAL ENTERTAINMENT MUSIC GAME
(MESSENGERS) NETWORKING APPS AND VIDEO APPS APPS APPS
= MAKE VIDEO CALLS WATCH CONTENT USEOR USE A MOBILE PAYMENT USE A MOBILE
/ OR USE SERVICES ON ATV BY CASTING IT SCAN SERVICE (EG. APPLE PHONE AS A TICKET
E# LIKE FACETIME FROM A MOBILE PHONE* QR CODES PAY, SAMSUNG PAY) OR BOARDING PASS
A
) ) o ) o
97.9% 98.3% 92.4% 75.8% YA VA
SHOPPING BANKING AND HEALTH, FITNESS, DATING AND
APPS FINANCIAL SERVICES APPS AND NUTRITION APPS FRIENDSHIP APPS
61.7% 47.4% A45.5% 26.7% 13.4%
) o
77.1% 49.4% 33.0% 12.0% 2 - v/ e e

PRIMARY CHANNELS FOR BRAND RESEARCH

PERCENTAGE OF INTERNET USERS AGED 16 TO 64 THAT USES EACH CHANNEL WHEN RESEARCHING BRANDS*®

MEXICO

64.7%

SEARCH ENGINES 60.8%

PRODUCT AND BRAND WEBSITES 42.6%

CONSUMER REVIEWS 407%

PRICE COMPARISON WEBSITES 31.1%

MOBILE APPS 30.8%

VIDEO SITES

PRODUCT AND BRAND BLOGS 23.8%

SPECIALIST REVIEW WEBSITES 23.0%



https://datareportal.com/reports/digital-2021-mexico?rq=mexico

Digital habits

e You can find profiles for source countries on DataReportal.com:
Mexico, Jamaica, India, Guatemala, Philippines, France, China,
the U.S., the U.K.., Brazil, South Korea.

e What about in Canada? “Accessibility to broadband high-speed
Internet continues to lag behind for certain population groups in
Canada, notably communities in rural and remote areas.”



https://datareportal.com/reports/digital-2021-mexico?rq=mexico
https://datareportal.com/reports/digital-2021-jamaica
https://datareportal.com/reports/digital-2021-india
https://datareportal.com/reports/digital-2021-guatemala
https://datareportal.com/reports/digital-2021-philippines
https://datareportal.com/reports/digital-2021-france
https://datareportal.com/reports/digital-2021-china
https://datareportal.com/reports/digital-2021-united-states-of-america?rq=usa
https://datareportal.com/reports/digital-2021-united-kingdom
https://datareportal.com/reports/digital-2021-brazil
https://datareportal.com/reports/digital-2021-south-korea
https://crtc.gc.ca/eng/publications/reports/policyMonitoring/2020/cmr4.htm

Digital habits and access

TN FEN A
Migrant Students
We are students. We are workers. We are
migrants. We deserve fairness!

Information:
Need support? Message on WhatsApp!

(O 647-858-2854

Connect: 5

Farm-Workers

We sustain the world. United We Are Stronger!

Information:
Need support? Call or text.

(O 905-324-2840

Connect: B3

Information:
Need support? Call or Whatsapp.

o 647-782-6633

Connect: G




Only1in 8
newcomers have a
landline telephone

The iPhone is by far the
most popular brand of cell
phone for newcomers

Older newcomers and
those in higher income
households are more
likely to have a landline
telephone

Canadian-born cell phone owners are
20% less likely to own an iPhone

Cell Phone Brand
Cell Phone Owning Newcomers, 18+

Cell Phone

25

4 z 2

iPhone Samsung Galaxy Huawei Google Pixel LG

MTM Newcomers
2021



As with Canadian-born
social networkers,
Facebook is the most
popular platform
Newcomers are 3 times as likely

as Canadian-born respondents to
use WhatsApp

Social Networking Site Used in the Past Month
Respondents, 18+

® Newcomers m Canadian-Born

While messaging apps are
the clear favourite for
connecting with family, close
to 6in 10 rely on voice calls

Main Ways of Connecting With Home Country
Newcomers, 18+

84
. : 65
Use a Messaging App Social Media Posts

Make a video call Voice Calls (landline

or cell phone)

Facebook WhatsApp Instagram

67 =
54
41
I 28
23

LinkedIn

Texting

)

7 In 10 newcomers use social
networking sites or apps

Used a Social Networking Site in the Past Month
Newcomers, 18+

Twitter

Driven by use from
Chinese newcomers,
WeChat is one of the
most commonly used
foreign language
social networks in
Canada

Used WeChat in the Past Month
Social Networkers from China, 18+

MTM Newcomers
2021




What do we know about funders & tech?
They're trying to figure this out too.

They're working on the future of their services
too.

Don't wait for them to lead. But work with them.



Federal Government digital priorities for the
next 3 years (2021-2024)

e Modernize legacy IT systems (Provide modern, reliable and secure
networks and infrastructure)

e Improve services (Improve the service experience of all clients, Maximize
public value of data and information, Build and use secure common
solutions for digital service delivery)

e Implement enterprise (no silos, Manage and use data and information as
strategic assets, Plan and govern for the sustainable and integrated
management of service, information, data, IT and cybersecurity, Deploy
modern and accessible workplace tools and devices)

e Transform the institution (Support fully digital delivery by managing a
government-wide culture shift, Build a workforce for digital first delivery)



Questions to ask yourself

e Where is your organization on the digital
journey?

e How digitally literate is your staff?

e What and how do you communicate with
the people and communities you serve?



Using Digital Messaging to
Support Newcomer Communities

A Toolkit for
Individuals and Organizations

o

DIGITAL MESSAGING
FOR SETTLEMENT

AND INTEGRATION



https://km4s.ca/wp-content/uploads/Using-Digital-Messaging-to-Support-Newcomer-Communities-A-Toolkit-for-Individuals-and-Organizations-2021.pdf

Where does your org fit in the innovation landscape?

Baselines in hybrid
service delivery

A floor of infrastructure &
competencies

Three I's of Immigrant
Integration

Intentionality, Instruments,
Investments

Client-Centric Data

Creating a seamless client
settlement experience and
journey.

Digital Settlement Agency

Client

Professional
Development

Competencies framework for
PD. Knowledge mobilization.

Digital/Data Maturity &
Risk Frameworks

Learn, borrow, customize,
implement.

Digital Inclusion &
Equity
Aligned with sector values of

access, anti-oppression,
inclusion.




How can we contribute to
and create a future vision of
the Migrant Worker Support

Services Sector?



12 Core Values of Settlement Work

1) Services are accessible to all who need them.

2) Services are offered in an inclusive manner, respectful of and sensitive
to diversity.

3) Clients are empowered by services.

4) Services respond to needs as defined by users.

5) Services take account of the complex, multifaceted, interrelated
dimensions of settlement and integration.

6) Services are delivered in a manner that fully respects the rights and
dignity of the individual.

Canadian Council for Refugees




12 Core Values of Settlement Work

7) Services are delivered in a manner that is culturally sensitive.

8) Services promote the development of newcomer communities and
newcomer participation in the wider community and develop
communities that are welcoming of newcomers.

9) Services are delivered in a spirit of collaboration.

10) Service delivery is made accountable to the communities served.

11) Services are oriented towards promoting positive change in the lives of
newcomers and in the capacity of society to offer equality of opportunity
for all.

12) Services are based on reliable, up-to-date information.




INTENTIONALITY
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INSTRUMENTS INVESTMENTS




Priorities

The sector should review existing Digital Maturity Models,
Data Maturity Models, Digital Inclusion, and Digital Literacy
models from within and outside nonprofit sectors to curate
and customize models for the sector.



Establish a common and sector-wide vision for
digital literacy

The sector should The sector and its funders should develop
develop and also be guidelines on how to develop and implement
provided with data and digital literacy tools to assess clients’ digital
evidence to advocate skills. This guidance should include the

for enhancing digital provision of training materials, tools, and
literacy among clients. recommendations for agencies to support

clients’ digital literacy skills.




Establish baseline sector competencies

Now

Identify a competencies
framework for professional
development, onboarding,
job requirements,
organizational
infrastructure, and data
management.

Now

Develop guidelines for

professional practice on
the use of technology in
human service delivery.

Explore models of
digital transformation,
digital and data
maturity, hybrid service
delivery in other
non-profits and the
private sector to bring
the best and most
relevant expertise into
the sector.




Establish a national sector capacity-building
approach

|Identify and evaluate Create a knowledge
new and modified roles mobilization strategy to
that have emerged share learnings and
during the pandemic to successes from within
support digital service Canada, and from
delivery. Continue international case
funding existing roles studies and examples.
through this fiscal year.




Wave the magic wand

If you could wave a magic wand what would you change about
your work? What would you do about how we serve and meet
the needs of Migrant Workers in Canada? What would you want
your organization, funder, sector to do differently?

In an ideal world, if you were the decision-maker and could make
any decision about hybrid service delivery, what decision would
you make and why?



