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Land Acknowledgement
I 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.

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

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



Today’s 
agenda

● Agency of the future
● What does a digitally 

mature sector look like?
● What is happening in 

the sector now that will 
create this vision?

● How can you 
contribute to and 
create that future?



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

“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)
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Hybrid Service Delivery - blended model

Blended learning/teaching 
requires

● Thoughtful planning

● New approaches to service 
design

● 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

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

● A digital 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.

● 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 

https://solutionscenter.nethope.org/digital-nonprofit



Digital maturity 



Digital Inclusion - addressing digital equity and 
the digital divide

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

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

● 5 A’s of technology access: availability, 
affordability, awareness, ability, agency



Digital Inclusion - addressing digital equity and 
the digital divide

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

● Digital inclusion needs to consider different social and 
situational contexts 

● Digital inequality also happens to frontline workers 
themselves

● 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:

● Service Delivery

● Community Engagement

● Technology 

● Data Collection & Dissemination



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.





https://www.crystel.co/customer-centric/ https://www.salesforce.com/blog/2019/01/how-to-create-a-customer-ce
ntric-experience.html



https://www.behance.net/gallery/36697969/Hum
an-Centered-Design-Venn-Diagaram



https://skillssociety.ca/about/reports-and-tools/







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



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



Current research - common themes

● There are unique needs and challenges for different regions
● The sector is keen to work together toward more innovative and 

collaborative practices
● 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

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

● 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



Promising Practices - meeting newcomers 
where they are



Promising Practices - generating ideas



Promising Practices - generating ideas



Promising Practices - generating ideas



Questions to ask yourself in all of this

● Who are you serving? 
● 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.

https://www.cicnews.com/2020/06/where-are-
canadas-foreign-workers-coming-from-06148
03.html#gs.d4spxy





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


Digital habits

● 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.

● 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



MTM Newcomers 
2021



MTM Newcomers 
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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)
● Modernize legacy IT systems (Provide modern, reliable and secure 

networks and infrastructure)
● 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)

● 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)

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

https://www.canada.ca/en/government/system/digital-government/government-canada-digital-operat
ions-strategic-plans/digital-operations-strategic-plan-2021-2024.html#toc06



Questions to ask yourself
● Where is your organization on the digital 

journey? 
● How digitally literate is your staff? 
● What and how do you communicate with 

the people and communities you serve?



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?



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

Services Sector?









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

Now

The sector should 
develop and also be 
provided with data and 
evidence to advocate 
for enhancing digital 
literacy among clients.

Next

The sector and its funders should develop 
guidelines on how to develop and implement 
digital literacy tools to assess clients’ digital 
skills. This guidance should include the 
provision of training materials, tools, and 
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.

Next

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

Now

Identify and evaluate 
new and modified roles 
that have emerged 
during the pandemic to 
support digital service 
delivery. Continue 
funding existing roles 
through this fiscal year.

Next

Create a knowledge 
mobilization strategy to 
share learnings and 
successes from within 
Canada, and from 
international case 
studies and examples.



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?


