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I. Executive Summary 
 

The settlement services sector in Canada has over recent years, become one of the busiest human 

service providers due to the waves of refugees and immigrants making Canada their new home.   The 

Government of Canada lists 1220 agencies offering various types of Newcomer Services in all regions of 

the country.  These organizations range in size considerably and in the array of programs they offer.  The 

commonality for them is their non-profit status and associated dependency on federal, provincial, 

sponsorship and donation funding.  While front line workers and organizations respond admirably to the 

increase volume, new challenges are being heard from their clientele. 

The sector’s digital capacity lags behind newcomer’s capacity as almost everyone has a cell phone today 

which allows all of us to interact and maintain contact with family and friends all over the world through 

free online applications like Skype, WhatsApp, Facebook and others.  Upon arrival in Canada, the 

expectation of many newcomers is that access to settlement workers ought to be available in a similar 

manner, begging the question: Why not?  The challenges relate to a number of factors: 

 Cost of developing and maintaining an audio/video chat application. 

 Required security by the federal funder, Immigration, Refugee and Citizenship Canada. 

 Government’s digital interests and related online service delivery capacity. 

Through exploring how an online service delivery model could be rolled out across the newcomer 

settlement services sector, a number of challenges were identified from which we can learn.  Key 

hurdles included: 

 Clients reporting the importance for access on all devices;  

 The LASI Portal lag in progress and  

 Issues raised by agencies regarding increased funding from government to support the service. 

That said, there was strong interest expressed by agencies in adding the option of online service delivery 

to meet their client’s needs, indicating the sector is ready to make the move to improved digital 

services.  By addressing and implementing best practices, the result will be a strengthened Canadian 

infrastructure to support newcomer settlement and integration. 
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II. Foreword 
 

 

Dear Colleagues, 

We are pleased to present the Ottawa Community Immigrant Services Organization’s (OCISO) report on 

the No Wrong Door Project funded by the Canadian Internet Registration Authority (CIRA) through their 

Community Investment Program.  The aim of this research initiative is to explore online client intake and 

service models of Canadian human service organizations to distil best practices to share across the 

sector. 

While the human service sector in Canada works tirelessly and generously to address the needs of their 

clients, their capacity to deliver online settlement services live, through audio/video technology in a 

secure environment, lags behind client capacity.  This report explores the efforts by some agencies to 

address the gap and also seeks to learn what appetite for such technology exists across the country. 

In closing, we would like to acknowledge and thank the following individuals and organizations: 

 All the research participants who generously gave of their time and shared their views. (See the 

appendix for a list of participants.) 

 OCISO Managers and Staff who provided valuable sectoral experience through many interviews. 

 The Local Agencies Serving Immigrants (LASI) Coalition members who contributed their time and 

knowledge to this initiative. 

 The Community Information Centre of Ottawa (CICO) and the Ontario Council of agencies 

Serving Immigrants (OCASI). 

 The Canadian Internet Registration Authority for funding the work that went into the 

development of this report. 

The lessons learned from the experiences of Canada’s Settlement Services organizations will pave the 

way for improved and timely service delivery methods that will strengthen our practice of welcoming 

newcomers to Canada. 

Warmest regards, 

Holly McKnight 
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III. Background 

CIRA Project Final Report 

In early 2017, the Ottawa Community Immigrant Services Organization (OCISO) submitted a proposal to 
the Canadian Internet Registration Authority (CIRA) for funding of a project to explore the development 
of a new online service delivery model that is secure, confidential, accessible, and user friendly.  The 
proposal received approval and intended to achieve the following: 

1. To develop a new online service model that is secure, confidential, accessible, and user friendly 

2. To ensure that the service model is transferable and meets the needs of organizations already using 

on-line services as well as those just starting out 

3. To expand the range and accessibility of services available to newcomers, including persons who 

could not, or did not want to, access existing services  

4. To produce benefits for government, notably, more efficient, effective and consistent services, client 

information, and learning opportunities 

In order to support this project through to completion, the CIRA Project Manager collaborated and 
consulted with relevant internal and external stakeholders.  The activities resulted in the following data 
aimed at informing and guiding the goals above. 
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IV. Method and Approach 
 

The project identified five key activities and outputs to shape the direction of the report: 

a. Key Activity 1 

The project will develop a new online service model that is secure, confidential, accessible, and 

user friendly 

This will require: 

 Examining existing online client intake and client service models (including those used 

by OCISO and the Ottawa YMCA-YWCA) in order to identify promising practices 

 Identifying and working in collaboration with organizations that have similar interests in 

developing effective online models 

 Ensuring that newcomers have an opportunity to signal what service channels and 

services they want 

 Contacting service providers to determine their online intake and service capacities 

 Contacting funders (including governments) to clarify their digital ‘interests’ and related 

online service delivery capacities 

 

Prior to the commencement of this project, OCISO led the coordination and formation of a 

group of agencies in the Ottawa-Carleton Region of Eastern Ontario who have been providing 

settlement services to newcomers to Canada.  This group became known as the Local Agencies 

Serving Immigrants (LASI) Coalition and their vision was to embark on a project to create and 

provide online settlement services through a portal.  This three year project began in May 2017 

and is one of the primary sources of information for the CIRA Project.  In addition, the YMCA of 

Ottawa initiated the iStand Pilot Project to develop an online service delivery model, which is 

another source of data for this project. 

The Model details that follow are from these two sources as well as from other agencies in 

Canada, who have been able to identify best practices. 

i. Security 

Immigration, Refugees and Citizenship Canada (IRCC) has a legal requirement under the 

Privacy Act, which it extends to Funding Recipients through the Contribution 

Agreement, to ensure that personal client information is safeguarded according to 

security and privacy standards.  The security and privacy standards are outlined in their 

“Privacy and Security Requirements for Funding Recipients” document which includes 

standards that must be in place for each agency including all electronic client data 

systems.  In addition to this source, guidance from other government departments 

provides recommendations for best practices with new initiatives. 
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For any agency delivering human services to clients eligible for federal funding, security 

is a critical requirement to meet.  The Government of Canada, Communications Security 

Establishment has published recommendations for government departments on all 

topics related to security.  The following excerpts are from the article: “Security 

Considerations for the Contracting of Public Cloud Computing Services”, published 

December 2014 and available at:  https://www.cse-cst.gc.ca/en/publication/list/Cloud 

“In private industry, businesses have been embracing the use of cloud computing for 

years.  Government of Canada (GC) departments have been exploring the benefits of 

cloud computing applications such as data storage, HR management, email and file 

sharing.  Could computing service providers are seeing an increase in demand which can 

be attributed to the cloud’s ability to enable collaboration while at the same time 

reduce costs.  However, these same benefits come with a variety of security concerns.  

As the stewards of GC information assets, GC departments and agencies need to be 

aware of, and mitigate against, these security concerns.” 

They provide the following background which is relevant to agencies providing services 

to newcomers. 

“Could computing is the provision or sharing of computer applications, software, 

infrastructure and services over the internet by a third party provider.  The service 

provider invests heavily in infrastructure, software and applications and then sells it 

services, leveraging that infrastructure to many businesses.  Cloud service providers can 

dynamically allocate resources to align with projects, business growth, or to support 

higher loads during peak demand.  Cloud computing is a concept that is being adopted 

at an increasing rate as it offers advantages such as the reduced cost of infrastructure.  

Users of cloud services avoid the initial high capital costs, or the operating and 

maintenance costs associated with owning IT equipment.” 

The issue of cost effectiveness is a major consideration for non-profit agencies, while 

the requirement to provide secure online services have very often combined to 

complicate and delay the decision making process resulting in a reluctance to adopt 

online services. 

The article provides a list of important security factors in the consideration of cloud 

computing services, which includes among others, confidentiality; data loss; access 

control; insecure Application Programming Interface (API); and privacy and protection of 

personal information.  In order to address these issues, they go on to provide 

Recommended Mitigation Measures, stating the following: 

“Even though there are many benefits in adopting hosted cloud services, GC 

departments and agencies remain accountable for the availability, confidentiality and 

integrity of GC information; therefore GC departments and agencies need to understand 

the cloud’s security vulnerabilities and ensure these are effectively addressed by the 

https://www.cse-cst.gc.ca/en/publication/list/Cloud
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cloud service provider.  Departments and agencies should choose a service provider 

carefully taking into consideration security related technical and contractual 

requirements.” 

The LASI Portal Project has contracted with an organization called Web Hosting Canada 

(WHC), which is a privately owned, Canadian technology and IT infrastructure company 

located in Montreal.  WHC is accredited by the Canadian Internet Registry Authority 

(CIRA), has various key partnerships with technical companies including cPanel, 

Cloudlinux and SpamExperts and has been ranked the #1 Canadian domain name 

provider by the .ca registry.  They provide a number of security tools to their customers 

including Secure Sockets Layer (SSL) Certificates as well as Canadian Geolocation, 

meaning all of their equipment is located somewhere in Canada.  They boast over 

20,000 clients since their launch in 2003, which include the federal Government of 

Canada as well as provincial governments, educational institutions and many 

businesses.  The SSL is the standard security technology for establishing an encrypted 

link between a web server and a browser.  This link ensures that all data passed 

between the web server and browsers remain private and integral. 

In another article from the Communications Security Establishment, titled Cloud 

Security for the Government of Canada, from October 2017, available at:  

https://www.cse-cst.gc.ca/en/node/2317/html/28156  the challenges of using cloud 

services are reiterated as follows: 

“When a department adopts cloud services, it gives up direct control over many aspects 

of security and privacy.  However, departments remain accountable for the 

confidentiality, integrity, and availability of their IT services and related information.  

This requires a level of trust in the Cloud Service Provider (CSP) and an expectation that 

the CSP will uphold minimum security and privacy standards.” 

The solution they offer to GC department decision makers and Canadian agencies and 

businesses is the following: 

“The Communications Security Establishment (CSE) supported Treasury Board of Canada 

Secretariat (TBS) to develop the Cloud Adoption Strategy.  Using this strategy will help 

your organization choose a CSP that best meets your business requirements.  Moreover, 

selecting a CSP that has qualified through the Shared Services Canada (SSC) cloud 

request for proposal (RFP) process will ensure legal obligations and business 

requirements are seamlessly integrated into the service.  As an example, SSC-qualified 

CSPs must provide evidence that they meet the GC’s IT security requirements.  To 

achieve compliance and avoid unnecessary risks, departments should take the following 

steps: 

 Identify business requirements and assess the level of acceptable risk. 

 Choose a SSC-qualified CSP that best suits their cloud-service needs. 

https://www.cse-cst.gc.ca/en/node/2317/html/28156
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This approach will help GC departments and the CSPs understand requirements as well 

as define one another’s roles and responsibilities.  As a result, departments will be well 

positioned to preserve the integrity of their information and the IT environment, while 

ensuring seamless secure IT services.” 

In accordance with these recommendations, the LASI Portal Project’s selection of a CSP 

that has earned the business of the Canadian Government is a best practice that must 

be included in any online service delivery model for settlement agencies in Canada. 

ii. Confidentiality 

As human service agencies, staff regularly gather, store and share confidential personal 

information belonging to clients seeking assistance from their organization.  Standard 

practice is for all employees to sign Confidentiality Agreements binding them to hold 

client confidential information in the highest degree of secrecy, however the same 

standard applies to how client information is gathered and stored electronically.  The 

Canadian Privacy Act was passed in 1985 and addresses the personal information-

handling practices of federal government departments and agencies, available at: 

http://laws-lois.justice.gc.ca/eng/acts/P-21/page-1.html#h-3 

The Personal Information Protection and Electronic Documents Act (PIPEDA) came into 

effect in April 2000 in Canada and is another piece of federal legislation that defines 

how personal information must be protected.  It governs how private sector 

organizations, collect, use and disclose personal information in the course of 

commercial business.  In addition, the Act contains various provisions to facilitate the 

use of electronic documents and is available at:  http://laws-

lois.justice.gc.ca/eng/acts/P-8.6/index.html 

The Digital Privacy Act passed in 2015 is another piece of legislation relevant to this 

study and is available at:  http://laws-

lois.justice.gc.ca/eng/annualstatutes/2015_32/FullText.html 

Adhering to federal and provincial legislation related to confidentiality is a must when 

considering implementing online services.  This can be articulated to clients as part of 

the initial assessment session, defining the scope of how private information will be 

handled and stored.  It can also be stated online as standard business practice. 

iii. Accessibility 

In today’s consumer world, the expectation to have access to services, products and 

programs is a commonly understood truth and what this means is access via any 

electronic device.  In all areas of the world, including refugee camps, and remote areas, 

people very often use mobile phones to keep them connected to family, friends and 

loved ones around the world.  For many settlement agencies, this provides an ability to 

provide pre-arrival services or learn about services available to them when they arrive in 

Canada. 

http://laws-lois.justice.gc.ca/eng/acts/P-21/page-1.html#h-3
http://laws-lois.justice.gc.ca/eng/acts/P-8.6/index.html
http://laws-lois.justice.gc.ca/eng/acts/P-8.6/index.html
http://laws-lois.justice.gc.ca/eng/annualstatutes/2015_32/FullText.html
http://laws-lois.justice.gc.ca/eng/annualstatutes/2015_32/FullText.html
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Recent research results from clients have indicated that having access to services only 

available through a computer is a significant deterrent to them taking advantage of 

them.  Another important consideration is ease of login.  If the process becomes too 

complicated, clients are not going to stay engaged and therefore are not going to access 

the services that they may well need. 

When considering an online service delivery model, accessibility includes all of the 

features and capabilities identified above.  The LASI Portal is designed to be accessible 

on all electronic devices, all platforms and all browsers, which will allow the services to 

be available to anyone regardless of their location and personal mobility capacity. 

iv. User Friendly 

The term user friendly seems to most people to be self-explanatory; however from a 

design point of view it is more complex than one might think.  There are many useful 

sites and blogs that address best practices so insights from three will be presented here. 

The pure definition of user-friendly is: easy to learn, use, understand, or deal with.  The 

purpose of designing a user-friendly site is outlined in a blog from Fresh Page Media, 

available at: http://www.freshpage.com/user-friendly-websites-simple-definition 

The goal of strong web design is to: “significantly improve how easily visitors move 

through your website, thus increasing the amount of visitors who stay on your site, and 

finally increasing your conversions, giving you more of what you want out of your 

website.” 

They recommend addressing 5 key aspects of a website as follows: 

1. Learnability:  This is how easy people find your site the first time they encounter it. 

Can they find what they want easily? Can they understand the structure and the 

design? Having complex designs can push people away. If someone doesn't know 

what they should do, or can't find what they were looking for, they are more 

inclined to leave than to look around like your site is a scavenger hunt. 

2. Efficiency:  In addition to learning how your website works, visitors must be able to 

do what they are supposed to do or what they came to do quickly. Having a website 

that visitors can move through efficiently makes their experience much better. Long 

page loading times and too many pages on the path to your website's goal can 

diminish the efficiency of your website.  

3. Memorability:  If you have many return visitors to your website, memorability is 

very important. Maybe you are a printing company with a file upload system, maybe 

you have an important notifications portal on your website. Whatever your 

situation, you want people to be able to navigate and use your website quickly and 

easily each and every time. Avoid changing your website's structure too often, don't 

implement huge updates and changes to the system all at once if you don't need to, 

and make sure you get feedback whenever you make a change. 

http://www.freshpage.com/user-friendly-websites-simple-definition
http://polarisweb.com/tips-speed-your-website-load-time
http://polarisweb.com/tips-speed-your-website-load-time
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4. Errors:  We all make mistakes, but everyone's happier if we can eliminate some of 

them and help them out of others. Having a user-friendly website means taking 

away as many possible errors as you can, and making sure users know how to 

recover if they do make an error. For example, if someone types in an address on 

your website that doesn't exist, make sure you have a 404 error page that tells them 

the page doesn't exist, possibly have suggestions for them, and make sure your 

website navigation is visible so they can get out of the error without leaving your 

website. In your contact form, make sure you have only the necessary fields in order 

to contact them, plainly state what information you want, and state which fields are 

mandatory. By doing things like this on your website, you can eliminate the amount 

of errors that are made and make it easier for the user to recover even if they do 

mess up.  

5. Satisfaction:  If your website is pleasant to use, your visitors will be satisfied. This 

means they are satisfied with your business, which is always a good thing. Make 

sure you are doing whatever you can to satisfy your users. By making your website 

focused on your visitors, your visitors will be much happier, giving you more fans. 

In another blog from Commonplaces Interactive, by Kendra Strickler, she states:  

“There’s nothing more frustrating than landing on a website that's difficult to navigate. 

Everything should be intuitive, not overly complicated and cluttered. Visitors become 

frustrated, leaving the site with no likelihood of return.”  The 10 Tips for Building a User-

Friendly Website” is available at: https://www.commonplaces.com/blog/10-tips-for-

building-a-user-friendly-website/ 

1. Make sure your navigation is simple and easy to follow. 

2. Keep your logo at the top and to the left. 

3. Place your navigation at the top or left side of your website. 

4. Add search functionality to your website. 

5. Make sure that visitors always know where they are and where they need to go. 

6. Use content that is simple, concise and (relatively) jargon free. 

7. Use photos and images that enhance the text, not detract from it. 

8. Include contact information and make sure it is easy to find. 

9. Highlight, bold face, or underline keywords or links. 

10. Important to go mobile. 

She summarizes with the following suggestions:  “Once you have implemented all of 

these tips do not forget to test your website.  A broken website will only hurt your 

credibility and aggravate the visitor.  Test, every link, button, page, and form before 

launching your site.” 

In another source, from Alyssa Barnes, she lists 13 ways to make sure your site is user-

friendly, available at: https://allyssabarnes.com/make-your-site-user-friendly/ 

1. Go easy on the eyes:  No one wants to stay on a site that has tons of bright 

colors, dizzying patterns, or small text. While design is important, usability is just 

as, if not more, important. After all, if people can’t use your site, it doesn’t 

https://www.commonplaces.com/blog/10-tips-for-building-a-user-friendly-website/
https://www.commonplaces.com/blog/10-tips-for-building-a-user-friendly-website/
https://allyssabarnes.com/make-your-site-user-friendly/
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matter how pretty it is. Try to keep things simple.  Your site’s design should not 

distract a visitor from your content. It should emphasize the content, not take 

away from it. 

2. Indicate action:  If you want people to take action on your site, it’s important 

that you clue them in that there’s an action to take. Links should stand out 

among a sea of text and when hovered over, there should be a change in style, 

whether that’s via the color, the font weight, or an underline. 

3. Clean up navigation:  Only list your most important pages in your menu and try 

to limit them. Remember: the goal is to make navigation easy.  If your site is 

huge, think about your most important pages and define a hierarchy. Limit the 

amount of first level pages, then use drop down menus to allow for more 

options. You can also create secondary menus on inner pages that will help your 

readers navigate within a certain section. 

4. Tell readers where to start:  The moment readers land on your site, do they 

know what to do? Odds are your site is filled with great content, and while 

that’s awesome, to someone landing on your site for the first time, it can be a 

bit overwhelming.  That’s where a start here page comes in. The goal of this 

page is to show readers what your site is all about by showcasing your best 

content as well as any other content that will help them make the most of your 

site. Readers should be able to land on your start page, briefly learn what your 

blog or business is about, and be directed to the best content geared for 

beginners. 

5. Give your site some breathing room:  Real estate on a site is limited, so you 

might want to use up every available spot with content, buttons, ads, and all the 

other clutter that comes with a website. This is where I tell you that way of 

thinking is wrong. Your eyes need someplace to rest on the screen. If your eyes 

are constantly assaulted with graphics and text, they can’t do that now, can 

they? 

6. Make your content easy to share:  If you’re posting quality content, people will 

want to share it, but they might not necessarily go out of their way to do 

so. Adding social media sharing buttons to your posts is a great way to make 

sharing from your site user friendly. 

7. Provide contact info:  Are you easily accessible via your site? If not, you could be 

losing out on opportunities. Not to mention it makes you look unfriendly. Make 

sure you have a contact page setup that clearly lists your email address or use a 

contact form instead. If you have a physical place of business, provide an 

address as well as a phone number. And don’t forget to make this page easily 

accessible. Don’t bury it in some far off corner of your site. Link to it in your 

menu or footer, places where people will naturally look for that sort of info. 

8. Look great on any screen size:  According to one report, 60% of internet usage is 

mobile. If your site only looks good on large screens, then you’re not catering to 

the majority. It’s important for your website to adapt to any screen size so that 

no matter what device someone is using to access your site, you can guarantee 

that they’re having a great user experience.  How do you know if your site is 

mobile friendly? You can use a site such as Google’s Mobile-Friendly Test. I also 

http://marketingland.com/outside-us-60-percent-internet-access-mostly-mobile-74498
http://marketingland.com/outside-us-60-percent-internet-access-mostly-mobile-74498
https://www.google.com/webmasters/tools/mobile-friendly/
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like StudioPress’ mobile responsive test. If your site isn’t mobile responsive, look 

for a new theme that is mobile friendly. If you’re set on your current theme and 

don’t want to change, you can install a mobile plugin, such as WPtouch, which 

displays your site using a mobile friendly theme. The only downside to a plugin 

like this, is that your visitors won’t be getting the same experience on mobile as 

they would a desktop. 

9. Break up content:  On the web, small chunks of content is king. Now that 

doesn’t mean all your posts should be short. Instead, think about breaking up 

your posts into smaller pieces. Have a long paragraph? Can it be broken up into 

two? And don’t forget the headings! When people first land on your post, they’ll 

skim it to see if it’s worth reading. Headings allow your readers to easily 

determine what content is covered in your post and whether it’s worth their 

time to read it or not. 

10. Make searching easy:  No matter how well you plan out your site, sometimes 

finding something specific isn’t easy. Because no matter how well you 

categorize your posts, who really wants to go back 20 pages trying to find what 

they’re looking for? That’s where a search box comes in. 

11. Keep it speedy:  People have short attention spans. Not to mention, we’re 

always on the go. No one is going to wait around for your site to load. Images 

should be sized to fit your theme. 

12. Update links:  As a user, you know what’s annoying? Clicking on a link that 

doesn’t take me anywhere. Definitely not user friendly to say the least. And 

while some links will inevitably go dead at some point or another, it does’t mean 

that you have to accept it. Install the Broken Link Checker plugin and it’ll notify 

you of broken links (and images!). 

13. Spell it out:  While something may be obvious to you, it’s always best to assume 

that it’s not. When displaying forms, make sure each of your fields is labeled. 

Use descriptions and tool tips where necessary. Provide instructions. If you 

require information in a certain format, explain. It never hurts to spell it out for 

people, that way they know exactly what they should provide, which means 

you’ll information exactly as you need it.   

v. YMCA iStand Pilot Project 

Findings from the iStand Pilot Project reported client newcomers and staff provided the 

following valuable feedback: 

 Accessing services via mobile devices is a high priority.   

 Multiple referral options must be made available to ensure the client’s needs 

are being met. 

 Ensuring a user friendly interface was also cited as an important consideration 

for downloading important documents. 

 Multi-platform usability was a major issue impacting client interest. 

 Profile and password setup and reset must be easy. 

This data was acquired from 53 newcomer clients registered on their site that used the 

service to access information or services including: 

http://www.studiopress.com/responsive/
https://wordpress.org/plugins/wptouch/
https://wordpress.org/plugins/broken-link-checker/
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 Employment Information 

 Language Referral 

 Newcomer Information Referral 

 Women Services 

b. Key Activity 2 

i. OCASI Support 

The project will establish a content sharing platform for disseminating the online model 

and the information that is acquired from third parties and participants. 

This will require: 

 Negotiating an agreement with OCASI and Settlement.Org to use their content 

sharing platform and methodologies 

 Situating the online model and online information under OCASI’s creative 

commons 

 Establishing guidelines for using information in the commons and for providing 

reciprocal access to proprietary information (including associated editing and 

formatting requirements) 

Through dialogue with OCASI, it was learned that they have received funding for a 

three year project aimed at creating an online Community of Practice (COP) for 

national partners including umbrella organizations and settlement agencies.  The 

beneficiaries of the COP will be settlement agency workers primarily front line staff 

who will be able to access content housed on the site from the IRCC, agencies and 

provincial forums.  The national launch of this initiative is March 2019 and the 

project end date is March 2020.  OCASI has agreed to situate the final report of the 

“No Wrong Door” project on their Community of Practice site for settlement 

agencies to access and share, once the site is launched in 2019. 

c. Key Activity 3 

i. Community Information Centre of Ottawa CICO: 211 Provider 

The project will develop relationships with community information service providers for 

data and related information exchanges 

This will require: 

 Exploring the parameters of equipping human service organizations with online 
access to cheap, functional information  

 Negotiating partnerships with community data agencies and content providers 

to obtain online data access 

 Exploring the technical requirements for effective data sharing 

 Documenting the data acquisition and dissemination process (including the 

inter-agency negotiations, content acquisition, and technical parameters 
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needed to facilitate the data exchange) with the aim of making data sharing part 

of the “model” 

The LASI Portal project defined a critical feature was including a local service directory 

where all relevant services could be searched easily by staff, while providing service to 

clients, as well as for clients to be able to search according to their location.  To this end, 

meetings were held with the Community Information Centre of Ottawa (CICO) which is 

the regional 211 provider of organization/service/program data to the public.  They 

have partnered with organizations in the past requiring similar data and agreed to enter 

into a Service Level Agreement with OCISO to provide the data in the format 

appropriate for the settlement sector.  CICO completed a project in 2008-2010 funded 

by IRCC to update their database to ensure that the services in their database included 

all the organizations most needed by newcomers to Canada.  At this point, their 

database is very comprehensive and includes all services required by immigrants.  The 

LASI Portal team is currently exploring the technical requirements and options with CICO 

to determine the most effective method for data sharing.  In the LASI Portal, data 

sharing is part of the model and the intent includes the ability for updates from agencies 

to be easily communicated to the 211 provider.  It has been confirmed by CICO that this 

functionality can be built in to the site and updates can be live. 

d. Key Activity 4 

The project will explore alternative means to finance the development of an online service 

model 

This will require:  

 Exploring the support available from funders (chiefly government) and the social finance 

sector to implement and operate an online service model 

 Evaluating the viability of employing a social enterprise model to develop and 

disseminate online services … a key element would be the ability to continually invest in 

expanding services and improving the model  

 Exploring the use of OCASI’s social enterprise and determining whether it would be an 

appropriate vehicle for disseminating online services 

In our current age of technology, creating and maintaining new software applications become 

major decisions for organizations, especially non-profits, due to the ongoing and rising expense 

of technical support, not to mention changing technology. 

The intent of the LASI portal is to provide one centralized location where clients can access each 

LASI member agency, view the services they provide and schedule a video/chat session with a 

settlement worker with real time resource sharing.  This model is cost effective since each 

agency is not contracting the services of a technical team.  Once the portal is finalized, the 

opportunity exists for OCISO to replicate this site and make it available to other settlement 

agencies in Canada.  After exploring the OCASI social enterprise model which facilitates the 

distribution of their OCMS application to their provincial membership, a similar arrangement 
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could be made for agencies seeking the ability to deliver online services, to subscribe to the 

service from OCISO.  In order to expand the service nationwide, additional funding would be 

needed to fully design, implement and manage the model.  The following section outlines 

funding sources and programs mandated to support service delivery improvements and social 

enterprise initiatives. 

i. Funding for Digital Services 

The Government of Canada (GC) through Immigration, Refugees and Citizenship Canada 

(IRCC)’s Settlement Program has launched a dedicated funding stream for service 

delivery improvements to increase the efficiency and effectiveness of services to 

newcomers.  The site states IRCC recognizes that services for newcomers should be 

delivered in a manner that reflects their dignity and strengths.  IRCC would like to 

improve communications to reach newcomers with the right information at the right 

time.  Eligible recipients of this fund include non-profits delivering settlement services to 

eligible clients able to receive settlement services.  The maximum amount available for a 

non-profit applicant is $10 Million per year.  More information is available at:  

https://www.canada.ca/en/immigration-refugees-citizenship/corporate/partners-

service-providers/funding/settlement-service-improvement-funding/guidelines.html 

The Government of Ontario offers the Newcomer Settlement Program (NSP) which 

provides funding for the not-for-profit sector of Ontario qualifying under their eligibility 

requirements.  Their site states: 

“The objective of the Newcomer Settlement Program (NSP) is to support the successful 

settlement and integration of newcomers to Ontario through the provision of targeted 

quality services. The ultimate goal of the program is to help newcomers integrate 

successfully and become fully engaged in the social, cultural, civic and economic life of 

Ontario.  NSP provides funding for direct delivery of settlement and integration services, 

including services tailored to the needs of high priority groups and/or vulnerable 

populations. The program is delivered by a province-wide network of community-based 

not-for-profit organizations that provide newcomers with: information on the services 

available to meet their needs during the settlement and integration process; orientation 

to Canadian life and culture; assistance with settlement related issues; and referral and 

service linking newcomers to services and resources in the broader community.”  The 

maximum amount available for a non-profit applicant is $130K per year for three year.  

More information is available at:  

http://www.grants.gov.on.ca/GrantsPortal/en/OntarioGrants/GrantOpportunities/OSAP

QA005153 

The City of Ottawa provides funding through their Community Funding Program which 

has been available since 2006.  There are three funding envelopes available: 

1. Renewable Community Funding 

2. One-Time Non-Renewable Community Project Funding 

https://www.canada.ca/en/immigration-refugees-citizenship/corporate/partners-service-providers/funding/settlement-service-improvement-funding/guidelines.html
https://www.canada.ca/en/immigration-refugees-citizenship/corporate/partners-service-providers/funding/settlement-service-improvement-funding/guidelines.html
http://www.grants.gov.on.ca/GrantsPortal/en/OntarioGrants/GrantOpportunities/OSAPQA005153
http://www.grants.gov.on.ca/GrantsPortal/en/OntarioGrants/GrantOpportunities/OSAPQA005153
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3. Major Capital Funding 

“The Community Funding program invests in viable non-profit community-based 

organizations in order to sustain a strong social infrastructure of community services 

that supports equal access to the basics in the areas of health, recreation and social 

services.” 

Under the One-Time Non-Renewable Community Project Fund, organizations may apply 

for a maximum of $20,000 as long as they are not receiving funding under the 

Renewable Community Fund.  More information is available at:  

https://ottawa.ca/en/community-funding 

ii. Social Enterprise Funding and Support 

When it comes to setting up a social enterprise, there are a number of valuable sources 

of information and funding.  The Government of Canada has a dedicated site with links 

to programs and services across the country that can support the mission and 

sustainability of the social enterprise.  More information is available at:  

https://canadabusiness.ca/starting/start-and-grow-a-social-enterprise/#toc6 

Another resource in this space is the Community Forward Fund.  They provide loans to 

not-for-profit organizations and social enterprises to enable their mission of providing 

long term community benefit.  It is an $11 million fund that provides innovative 

financing to community organizations throughout Canada.  More information so 

available at:  http://communityforwardfund.ca/ 

The Social Enterprise Demonstration Fund is an initiative to provide growth financing for 

Ontario-based social enterprises.  It came out of Ontario’s Social Enterprise Strategy 

2016-2021 which made available a third round of $5.6 Million to support social 

enterprises by: 

1. Providing mentorship, coaching, and supports to the social enterprise; and 

2. Providing funding to the social enterprise in the form of a grant, a loan, etc. 

A key factor for this funding is that the not-for-profit must find funding from other 

sources to match the ministry’s funding.  More information is available at:  

https://www.ontario.ca/page/social-enterprise-demonstration-fund 

In Ontario, the Social Enterprise Ontario site provides a comprehensive list of resources 

for each step of the development of a social enterprise including: 

 Enterprise Tools 

 Marketplaces 

 Policy 

 Regional 

 Research 

 Social Enterprise Communities 

https://ottawa.ca/en/community-funding
https://canadabusiness.ca/starting/start-and-grow-a-social-enterprise/#toc6
http://communityforwardfund.ca/
https://www.ontario.ca/page/social-enterprise-demonstration-fund
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 Social Finance 

More information is available at:  https://seontario.org/resource-archive/ 

In Ottawa the Centre for Social Enterprise Development encourages local organizations 

to grow with the following goal statement: “The Centre for Social Enterprise 

Development (CSED) is a not for profit organization that supports organizations whose 

primary objective is to drive systematic social change. CSED provides a continuum of 

support for social enterprises at all stages of development throughout the Ottawa 

region. We believe in the power of the social enterprise sector, and its ability to make 

the world a better place.”  They provide various resources on their site including access 

to financing.  http://csedottawa.ca/ 

e. Key Activity 5 

The project will share its learnings with the human services sector 

This will require: 

 Establishing a method/arrangement for communicating information about the 

project to the settlement and human services sector  

 Developing a knowledge transfer approach consisting of a report, guidelines, and 

information regarding best practices ... to be disseminated by online postings and 

webinars aimed at human service organizations 

 Developing and providing project updates via webinars 

 Setting up an on-line community of practice to advise on the model; to offer 

feedback on ideas, platforms and information; and to implement the model  

As mentioned in Key Activity 2, OCASI has agreed to host this final report on their Community of 

Practice site once it is ready to receive submissions.  In addition, webinars have been scheduled 

with survey participants to disseminate the information gathered through this project.  The final 

report will also be emailed out to those expressing interest in receiving a copy at the completion 

of the project. 

  

https://seontario.org/resource-archive/
http://csedottawa.ca/


18 | P a g e  
 

V. The Model 

a. Features and Benefits 
The activities outlined above and the data gathered from all sources, has culminated in the 

recommended model in the table below.  These features combined in a secure web site, will 

equip settlement agencies to provide their services live and online. 

Features Benefits 

Canadian Web Hosting Service: Web Hosting 
Canada www.whc.ca 

- Built-in security 
- Canadian geolocation with servers located on the 
Canadian East and West Coasts 
- 24/7 expert technical assistance 
- Cloud servers 
- Dedicated hardware for stability 
- Affordable for Non-Profit Organizations 

Available and accessible on all devices, platforms 
and browsers. 

- Able to connect via any cell phone, laptop, 
desktop, tablet, using any Operating System and 
using any browser 

Agency staff must provide the service in 
accordance with all confidentiality legislation and 
policy governing the service delivery of programs 
to newcomers. Specifically: “Privacy and Security 
Requirements for Funding Recipients, Immigration 
Contribution Agreement Reporting Environment” 
by IRCC. 

-Client confidentiality is maintained including 
sensitive documentation 
-Agencies and staff are well protected by working 
within the parameters of their funders 

User-friendly site interface and navigation flow.  
Includes minimum “clicks” or key strokes. 

-Ease of use for the client 
-Ease of use for agency staff 
-Increased interest and uptake by new and current 
clients 

Landing page with list of services and programs 
available to newcomers and button to “Schedule 
an Online Appointment”. 

-Helps clients efficiently find the service they are 
seeking 
-Directs them to set the appointment up easily 

Appointment scheduling feature with a calendar 
showing available dates and times. 

-Provides the client with options to select a time 
convenient for them 
-Provides the agency with an online system to 
manage the appointment requests 

Agency Intake Form is available on the site for the 
client to complete prior to scheduling an 
appointment. 

-Client language preference is captured in the 
intake form 
-Client data allows agency staff to be well 
prepared for the appointment 
-Once the form is submitted, the agency assigns 
the client to a settlement worker based on 
language preference and availability 
-Key data required by funders is gathered at the 
outset 

Intake Form is stored in a My SQL database for 
future access, retrieval and verification by agency 
staff. 

-The form is able to be printed by the agency in 
PDF format for the client hard file 
-The form is reviewed by the agency staff for 

http://www.whc.ca/
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confirmation during the appointment 
-Confidentiality of client records is maintained 

Agency staff must notify the client in email who 
their settlement worker is and provide a link to the 
portal to schedule an appointment. 

-The agency is able to manage the volume of 
requests and assign new clients based on workload 

The client schedules their appointment and 
receives confirmation in email of the date and 
time.  The worker is notified and the calendar 
shows the scheduled meeting. 

-Similar to other online scheduling software 
-The settlement worker will populate the calendar 
at the beginning of each week showing availability 

Provide an audio/video chat feature with security. 
Amazon Web Service Chime is a secure, reliable 
and affordable product for this sector. 

-Offers live audio/video meeting capability in a 
secure space 
-Can automatically dial the client’s number at the 
appointment time 
-Offers cost effective pricing for the non-profit 
settlement sector 
-Settlement agencies can join Tech Soup for 
$250./year which offers significantly discounted 
prices on software applications for the non-profit 
sector.  This provides a $2000.00 credit/year for 
the agency.  AWS Chime charges $3./ per user per 
day up to a maximum of $15./per user per month.  
These charges are covered by the  
$2000.00 credit from Tech Soup.  There are no 
charges for the client to attend a meeting and chat 
and the application can be downloaded on any 
device.  https://aws.amazon.com/chime/pricing/ 
 

Service Directory access on the site for both 
agency staff and client 

-Staff can inform the client of services to refer the 
client while doing the Needs Assessment 
-Increases efficiency of service delivery 
-The Service Directory is made available through a 
Service Level Agreement with the local 211 
information provider offering access to their 
database of service agencies in all categories.  This 
is the most efficient way to learn about local 
services. 

Online Learning System to house content relevant 
to newcomer’s needs 

-Offers a centralized location for clients to find 
answers to their questions 
-Includes courses, recorded orientation sessions, 
links and documents 

Needs Assessment form is available on the site and 
associated with the Intake Form 

-This provides the ability for the worker to make 
multiple referrals for the client depending on the 
needs identified. 
-This is also consistent with requirements by 
funders 

Notes Section -The site must have the ability for the settlement 
worker to make and retain notes from client 
meetings 

https://aws.amazon.com/chime/pricing/
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Metrics -Metrics of client use must be generated in report 
format 

Knowledge Base -A knowledge base section can include various 
links, articles, resources and forms relevant to 
Canadian newcomers 
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VI. Lessons Learned 

a. Survey Results 
 

SURVEY QUESTION YES NO 

Does your agency currently provide online services to clients? 39 54 

If no, is your organization interested in implementing an effective online service 
delivery model? 

57 10 

Do you currently serve clients in remote communities? 40 45 

Would your organization be better able to serve clients previously unable or 
uninterested in accessing in-person services, if you could also provide services 
online? 

71 13 

If a cost effective model was provided whereby your organization could subscribe 
to online services suitable to the mandate of your organization, for a monthly or 
annual fee would that be appealing? 

57 25 

 

 

Number of surveys distributed to Canadian human service organizations. 120 

Number of surveys completed and returned. 85 

Return Rate of Surveys 71% 

Percentage of organizations indicating concerns about their capacity to implement 
online services. 

84% 

Percentage of organizations introducing enhanced online client services. 46% 

Percentage of organizations interested in implementing an online service delivery 
model. 

67% 

 

Over a three month period, 120 surveys were distributed to Settlement Agencies across Canada in all 

provinces, to explore their interest in providing online services as well as their current and future 

capacity. 

A total of 85 surveys were completed and returned, resulting in a 71% response rate.  Of this group, 46% 

of the agencies are currently providing some of their services online.  These included: 

 Language Training (ESL/FSL) 

 Pre-Arrival Services (SOPA) 

 Health related Services 

 Employment 

 Services for Refugees 

 Starting a Business 

 Settlement Services 

For those who were not currently offering their services online, 67% of the respondents indicated 

interest in implementing an effective online service delivery model.  Since 47% of the organizations 
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stated they serve clients in remote/rural communities, it was interesting to see that 84% indicated they 

would be better able to serve clients previously unable or uninterested in accessing in-person services.  

When asked if a cost effective subscription type model might be appealing, 67% of the group felt that it 

would be. 

The feedback provided clearly demonstrated keen interest in the concept and as a group of subject 

matter experts, who know the needs of, as well as the barriers faced by their clientele, they 

acknowledged that they would be better equipped to deliver their services if an online service delivery 

model were available to them. 

A number of issues, concerns and questions were raised in the Comments Section of the survey which 

include the following: 

o The importance of services online being delivered in accordance with the security 

standards required by the Privacy and Security Requirements from IRCC. 

o Budget restrictions. 

o Approval for budget allocation to purchase the service by IRCC. 

o Funding for initial and ongoing staff training. 

o Ensuring the method of service delivery does not replace in-person services. 

o The cost and the time commitment to implement the application. 

o Report generating capability for accountability purposes. 

o Would funders pay for the online services? 

o Privacy and confidentiality for clients, especially those dealing with domestic violence. 

o Computer and computer accommodation equipment/software needed to provide 

online service to persons with disabilities eg. Deaf; hard of hearing and the visually 

impaired. 

o Funding to upgrade computer equipment and devices such as headphone with mic to 

enable online services. 

o Lack of client language and technical literacy. 

o Lack of technological infrastructure in remote areas. 

o Financial barriers for clients, both urban and rural who do not have the resources for a 

computer or internet access. 

o Interest in agencies offering in person and online services in a blended model. 

o How would clients have access? 

o Is this going to be available nationwide? 

o Is risk management in place? 

o Funding has to be invested in the community and clear legal guidelines for the tele 

counselling prior to program start. 

o What is the sustainability plan post-funding cycle? 

o The big issue with providing online services is that of staff capacity.  If we are operating 

at close to capacity we would need more staff hours to provide the service. 

o When can we expect to see a prototype?  Are there any specific timelines for this 

project? 

o Would it be cost effective or prohibitive? 
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o How advanced an IT system-infrastructure do we need to ensure online services 

delivery? 

o What IT costs would be associated with this such as Internet, band width, staff who can 

troubleshoot problems and systems issues, staff training on how to refer clients to use 

the system. 

o Having the site be available in multiple languages would be important. 

o Monthly or annual fee rough estimates. 

o A Client Management System as part of the portal. 

All of these comments demonstrate an in-depth understanding of their clients, their staff and funding 

requirements for their organization. 
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VII. Summary 
Through the analysis of all data gathered in this project, the following conclusions can be drawn: 

 A strong cross section of the Canadian Settlement Agency sector has voiced their 

interest in adding online services to their current delivery model. 

 OCISO and YMCA/YWCA of the Ottawa region will be able to increase their online 

services through the LASI Portal, currently under construction, providing it is available 

on all devices, platforms and browsers. 

 Across Canada, services will expand in remote communities, as long as the clients have 

Internet access, a digital device and the technical and language literacy to access the 

service. 

 Depending on the cost to subscribe, the infrastructure to support, and the time for staff 

training, organizations in Canada indicate that they would have an enhanced ability to 

make decisions about online client services. 

 Settlement workers will indicate they are better able to serve newcomer clients 

providing they are well trained prior to implementation, they are assured that the 

method is intended to support and not replace in-person service and there are “Go To” 

people available for questions, problems or technical support. 

 Newcomer clients previously unable or uninterested in accessing in-person services will 

be able to access them as long as the option is systematically promoted by all agency 

staff in a well-developed marketing plan to increase the likelihood of uptake and buy-in. 

 One Service Level Agreement has received verbal agreement between the Community 

Information Centre of Ottawa and OCISO to provide access to their database for the 

LASI Portal. 

In summary, OCISO is well positioned with the results of this project, to explore a distribution 

model, which could be a Social Enterprise, to make the LASI Portal available to interested 

Settlement Agencies across Canada.  Such an undertaking would demonstrate an ongoing 

commitment to support newcomer settlement and integration to Canada.  
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VIII. Appendix A:  Work Plan 
 

Ottawa Community Immigrant Services Organization 

CIRA Project: CIRA Project Coordinator Work Plan 

In early 2017, the Ottawa Community Immigrant Services Organization (OCISO) submitted a proposal to 
the Canadian Internet Registration Authority (CIRA) for funding of a project to explore the development 
of a new online service delivery model that is secure, confidential, accessible, and user friendly.  The 
proposal received approval and intends to achieve the following: 

1. To develop a new online service model that is secure, confidential, accessible, and user friendly 

2. To ensure that the service model is transferable and meets the needs of organizations already using 

on-line services as well as those just starting out 

3. To expand the range and accessibility of services available to newcomers, including persons who 

could not, or did not want to, access existing services  

4. To produce benefits for government, notably, more efficient, effective and consistent services, client 

information, and learning opportunities 

In order to support this project through to completion, the CIRA Project Coordinator will collaborate and 
consult with relevant internal and external stakeholders to complete the deliverables below. 

Reports: 

 Research all progress reports. 

 Submit monthly Status Reports on deliverables and progress. 
 
 

1. The project will develop a new online service model that is secure, confidential, accessible, and user 

friendly 

This will require: 

o Examining existing online client intake and client service models (including those used by 

OCISO and the Y) in order to identify promising practices 

o Identifying and working in collaboration with organizations that have similar interests in 

developing effective online models   

o Ensuring that newcomers have an opportunity to signal what service channels and services 

they want 

o Contacting service providers to determine their online intake and service capacities 

o Contacting funders (including governments) to clarify their digital ‘interests’ and related 

online service delivery capacities 

2. The project will establish a content sharing platform for disseminating the online model and the 

information that is acquired from third parties and participants      
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This will require: 

o Negotiating an agreement with OCASI and Settlement.Org to use their content sharing 

platform and methodologies 

o Situating the online model and online information under OCASI’s creative commons 

o Establishing guidelines for using information in the commons and for providing reciprocal 

access to proprietary information (including associated editing and formatting 

requirements) 

3. The project will develop relationships with community information service providers for data and 

related information exchanges 

This will require: 

 Exploring the parameters of equipping human service organizations with online access to 
cheap, functional information  

 Negotiating partnerships with community data agencies and content providers to obtain 
online data access    

 Exploring the technical requirements for effective data sharing 

 Documenting the data acquisition and dissemination process (including the inter-agency 

negotiations, content acquisition, and technical parameters needed to facilitate the data 

exchange) with the aim of making data sharing part of the “model” 

4. The project will explore alternative means to finance the development of an online service model   

This will require:  

 Exploring the support available from funders (chiefly government) and the social finance 

sector to implement and operate an online service model 

 Evaluating the viability of employing a social enterprise model to develop and disseminate 

online services … a key element would be the ability to continually invest in expanding 

services and improving the model  

 Exploring the use of OCASI’s social enterprise and determining whether it would be an 

appropriate vehicle for disseminating online services 

5. The project will share its learnings with the human services sector 

This will require: 

 Establishing a method/arrangement for communicating information about the project to the 

settlement and human services sector  

 Developing a knowledge transfer approach consisting of a report, guidelines, and 

information regarding best practices ... to be disseminated by online postings and webinars 

aimed at human service organizations 

 Developing and providing project updates via webinars 

 Setting up an on-line community of practice to advise on the model; to offer feedback on 

ideas, platforms and information; and to implement the model  
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6. The project will evaluate the model and ancillary features 

This will require: 

o Establishing reporting arrangements with the project’s community of practice 

o Making arrangements with LASI and other partners to evaluate the project  

 

WHAT measures will be used to evaluate success? 

1. An increase in the capacity and number of human service agencies able to provide digital services. 
More specifically:  

o 100 organizations will ‘explore’ model; 75% will indicate concerns about their capacity to 
implement on-line services before the start of the project but will indicate an enhanced 
ability to make decisions and serve clients using the internet after participating in the 
project; 25% will introduce enhanced on-line client services 

o OCISO and the Y will increase their online services with 50% of clients reporting that they 
had not previously relied on newcomer services but that making them available led to 
them accessing the services  

2.     Services will expand in remote communities 

3. Organizations will acquire an enhanced ability to make decisions about online client services 

4. Service workers will indicate they are better able to serve newcomer clients using the Internet 

5. Newcomer clients previously unable or uninterested in accessing in-person services will see an 
expansion in online services and will increase their service consumption  

6. At least one service level agreement to make data available will be reached with a Community 
Information Centre and with OCASI (constituting proof of concept). The agreements will allow 
human service agencies to access information online, which can then be customized for local 
contexts. 

 

Organizations named as having a role in the project  

o YMCA-YWCA, LASI, Community Information Centre of Ottawa, Community Information Online 

Consortium (CIOC) (for the online community directory piece), OCASI (which has a shared 

service social enterprise).  
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IX. Appendix B:  Survey 
 

Ottawa Community Immigrant Services Organization 
 

CIRA Project: Online Service Capacity Survey 

In 2017, the Ottawa Community Immigrant Services Organization (OCISO) received funding from the 
Canadian Internet Registration Authority (CIRA) for a project to explore the development of a new 
online service delivery model that is secure, confidential, accessible, and user friendly.  One of the goals 
of the project is to gather data from human service agencies in Canada to determine their online intake 
and service capacities, with the intent to increase the number of agencies able to provide digital 
services. 

Please answer the questions below to the best of your ability and return the document to Holly 
McKnight.  hmcknight@ociso.org 

Name:  __________________________________Title:  ________________________________________ 

Organization:  _________________________________________________________________________ 

City:  _____________________________________ Province:  __________________________________ 

Date:  ____________________________________ Number of Staff:  ____________________________ 

1. Does your agency currently provide online services to clients? 
 
Yes:  _______  No:  ________ 

2. If yes, what services are currently provided online?  Circle all that apply 

 Health 

 Settlement Services 

 Services for Refugees 

 Pre-Arrival Services 

 Adult Education 

 Education for Youth and Children 

 Language Training (ESL/FSL) 

 Employment 

 Government Services 

 Housing 

 Starting a Business 

 Counselling 

 Immigration/Sponsorship 

 Legal Help 

 Interpretation/Translation 

 Other ______________________________________________________________ 

mailto:hmcknight@ociso.org
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3. If no, is your organization interested in implementing an effective online service delivery model? 

Yes:  _______  No:  ________ 

4. If yes, what services would your organization want to make available online? 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

5. Do you currently serve clients in remote communities? 

Yes:  _______  No:  ________ 

6. Would your organization be better able to serve clients previously unable or uninterested in 
accessing in-person services, if you could also provide services online? 
Yes:  _______  No:  ________ 

7. If a cost effective model was provided whereby your organization could subscribe to online 
services suitable to the mandate of your organization, for a monthly or annual fee would that be 
appealing? 
Yes:  _______  No:  ________ 

8. What would you recommend needs to be included that has not been identified in this survey? 

______________________________________________________________________________

______________________________________________________________________________ 

9. What questions do you have regarding this opportunity? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

Thank You 

Your assistance is greatly appreciated and the results will be available at the completion of the project. 
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X. Appendix C:  Organizations Surveyed 
 

Alberta: 

 Grande Prairie Centre for Newcomers 

 Action for Healthy Community Services 

 Edmonton Immigrant Service Association 

 Today Family Violence Help Centre 

 Catholic Social Services 

 ASSIST Community Services 

 Edmonton Region Immigrant Employment Centre 

 Central Alberta Immigrant Women’s Association 

 Central Alberta Refugee Effort CARE 

 Calgary Immigrant Women’s Association 

 Calgary Catholic Immigrant Society 

 SAAMIS Immigration Service Association 

British Columbia: 

 Kitimat Community Services Society 

 Immigrant and Multi-Cultural Services Society of Prince George 

 Multi-Cultural and Immigrant Services Association of  North Vancouver 

 Immigrant Services Society of BC 

 Central Vancouver Island Multi-Cultural Society 

 MOSAIC 

 North Shore Multi-Cultural Society 

 Jewish Family Service Agency 

 Kiwassa Neighborhood Service Association 

 Richmond Multi-Cultural Community Services 

 SHARE Family and Community Services – Coquitlam 

 Richmond Family Place Society 

 DIVERSE City - Surry 

 Cowichan Valley Intercultural and Immigrant Aid 

 Victoria Immigrant and Refugee Community Services 

 Abbotsford Community Services 

 Vernon and District Immigrant Services 

 Penticton and District Multi-Cultural Society 

 Columbia Basin Alliance for Literacy 

Manitoba: 

 Swan Valley Settlement and Immigrant Services 

 Community Futures Parkland 

 Westman Immigrant Services 

 YMCA-YWCA Winnipeg 

 IRCOM Immigrant and Refugee Community Organization 
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 Manitoba Interfaith Immigration Council 

 MOSAIC Newcomer Family Residence – Winnipeg 

 Jewish Child and Family Service 

New Brunswick: 

 Multicultural Association of Greater Moncton Area MAGMA 

 Multicultural Association of Carleton County 

 Multicultural Association of Charlotte County 

Newfoundland: 

 The Association for New Canadians 

Ontario: 

 Ottawa Community Immigrant Services Organization OCISO 

 YMCA/YWCA Ottawa – Carleton Region 

 Catholic Centre for Immigrants 

 Ottawa Chinese Community services Centre 

 Lebanese and Arab Social Service Agency 

 Economic and Social Council of Ottawa-Carleton 

 Immigrant Women Service of Ottawa 

 World Skills Employment Centre 

 La Cite Collegiale 

 YMCA Simcoe/Muskoka 

 Rexdale Women’s Centre 

 Brampton Multicultural Community Centre 

 The Learning Enrichment Foundation 

 Working Women Community Centre 

 Canadian Centre for Victims of Torture 

 Afghan Women’s Organization 

 Polycultural Immigrant and Community Services 

 Culturelink 

 Thorncliffe Neighborhood Office 

 Chinese Family Services of Ontario 

 Vietnamese Association of Toronto 

 Thunder Bay Multicultural Association 

 Sault Community Information Career Centre 

 Windsor Women Working with Immigrant Women 

 Multicultural Council of Windsor 

 YMCA Southeastern Ontario 

 London Cross Cultural Learner Centre 

 Kitchener-Waterloo Multicultural Centre 

 Immigrant Services Guelph-Wellington 

 Peel Multicultural Council 

 Chinese Association of Mississauga 
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 Newcomer Centre of Peel 

 The Cross Cultural Community Services Association 

 Dixie Bloor Neighborhood Centre 

Prince Edward Island: 

 Association for Newcomers 

Saskatchewan: 

 YWCA Prince Albert 

 Newcomer Information Centre 

 Saskatoon Open Door Society 

 Saskatchewan Intercultural Association 

 Regina Immigrant Women Centre 

 Southwest Newcomer Welcome Centre 
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