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Agenda

● Final report presentation: Background; Major 

themes and analysis; Recommendations 

● Breakout Rooms

● Sector presentations

● Wrap up



Background 

Discover, examine, and learn 

Explore sector experiences, early learnings, and knowledge 

gained during COVID-19

Outline hybrid (digital/in-person) settlement service 

framework

A roadmap to get there



Two Phases

1. October - December 2020 - national bi-lingual survey (366 

responses), interviews (20), and other sector submissions 

(30). Focus on lay of the land: narratives of settlement 

practitioners’ interactions with digital technologies and 

adaptation of remote/digital service delivery

2. January - March 2021 - focus groups (17 groups, 166 people) 

and secondary research. Future focused: conversation moved 

from challenges to solutions



Hybrid Service Delivery - defining

“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)

Face-to-face

Virtual
Synchronous

Asynchronous

Hybrid 
Learning



Hybrid Service Delivery - blended model

Blended learning/teaching requires

● Thoughtful planning

● New approaches to instructional 
design

● Pedagogical shifts and skills



Hybrid Service Delivery - blended model

5421 432 4321

Guide to Blended Learning
Commonwealth of Learning (2018)



Defining a hybrid service delivery model from the 
sector

● Options

I just want to highlight that the hybrid could be two different ways. Like it doesn’t have to be both at the same time, 
in class, and in person.(U, employment, focus group)

● Possibilities

Before COVID-19, blended or hybrid meant partly face to face and partly online, very clear cut.... (S, school district, 
interview)

● Integration

To some programs, hybrid means no geographic restriction for service delivery. This phenomenon was referred 
to by our participants as “service without borders” (W, school and library, focus group), which carves out 
opportunities to reach rural areas and communities across Canada.



Hybrid service delivery - what is next?

Moving towards a Hybrid Service Delivery model requires an overall digital transformation approach

Digital strategy -- “a plan of action for the adoption of institutional processes and practices to transform 
the organization and culture to effectively and competitively function in an increasingly digital world” 
(Madsen and Hurst, 2018).

“Strategy, not technology, drives digital transformation.” (MIT, 2015)

● Contextual: fit for the setting and needs
● Holistic: involving vision, leadership, process
● Purposeful: always aligned to social mission



Baselines in hybrid service delivery

● Need for baselining 

● Baselining: frameworks for reference of 
quality digital service delivery

● Competencies - technologies, 
infrastructure, digital literacies, digital 
capacity that all agencies need to have



Baselines in hybrid service delivery - digital 
maturity 

Digital Maturity— “how organizations systematically prepare to adapt consistently to 
ongoing digital change. Digital maturity draws on a psychological definition of “maturity” 
that is based upon a learned ability to respond to the environment in an appropriate 
manner” (Kane et al., 2017).

Components - Team, people and skills; Internal systems; Culture; Leadership; Risks; User-centred; 

Communications; Data; Finance and sustainability. 



Baselines in hybrid service delivery - tools and 
practices

Baselining competencies and infrastructure

● Digital Maturity Assessment

➔To assess how ready you are for change

➔To integrate a digital strategy in to your organizational strategy

➔To reflect on what you want to do as an organization

➔To reduce costs of running your organization and to improve efficiency



Baselines in hybrid service delivery - tools and 
practices

Baselining cybersecurity

● Enterprise Risk Management (ERM)

➔ Risk Category/Description – What can go wrong?

➔ Likelihood – How likely is the risk?

➔ Impact/Consequence – How bad is the risk?

➔ Risk Rating – Low, medium, high?

➔ Mitigation Strategy – Can the risk be prevented/reduced?

➔ Residual Risk Rating - post-mitigation low, medium, high?



Baseline in Cybersecurity 

The immigrant sector has gradually implemented ways to practice cybersecurity.

So we started with digital security training focusing on professional usernames, 
secure passwords, protecting our online identity. We are working on navigating the 
web now. This will be our sort of the next step to build the real fundamentals of 
digital privacy. (R, language program, SPO, interview)

However, the sector is still seeking guidance around cybersecurity.



Baseline in Standardization 

● Our data demonstrates that SPOs have made standardized digital technologies and 
platforms at the beginning of the pandemic. 

Accessibility

Reliability 

Flexibility

● These three elements are practiced by organizational-based research with methods of 
feedback forms, client surveys, and focus groups. These organizational practices elevate 
the understanding of how to better solve digital inequality between clients and staff, analyze 
clients’ digital literacy comprehension, and refine daily practices to serve clients in need. 



Baseline in Standardization 

Standardization in online teaching and learning 

There are some things that we could all benefit from standardization and some that should be kind 
of left alone. And if I would suggest, for example, digital curriculum is a big effort for even large 
organizations….I know that some funders are moving from one platform initiative to another. Why 
not decide, for example, Zoom is the platform to deliver classes? I know many institutions have 
invested resources in defining whether Zoom is safe enough, whether privacy can be guaranteed or 
not…. Choosing one platform can leave freedom for that content development, because curriculum 
can be developed in so many creative ways on one platform. (G, technology, SPO, focus group)



Enabling Digital Change in the Organization
A Three-Stage Adoption Process
Mergel and Bretschneider (2018)

Consolidation of 

behavior and norms

Institutionalization

Recognition of 

risks & benefits

Constructive 
Chaos

Intrapreneurship &

Informal adoption

Experimentation



Enabling Digital Change in the Organization

Change management in database

A Salesforce administrative system to manage virtual participation

● Cut down manual tracking of attendance

● Immediately add clients’ history regarding different workshops attendance

● Training is essential 

● Providing a guide to manage clients’ data



Enabling Digital Change in the Organization

Change management: The role of leadership 

● Management versus governance 

● Unleash staff’s potential: Offering the organization a different picture of 

human resources re-utilization and development.



A nuanced approach to digital literacy and skills

Digital literacy - “The ability to access, manage, understand, integrate, communicate, 

evaluate and create information safely and appropriately through digital technologies 

for employment, decent jobs and entrepreneurship. It includes competencies that are 

variously referred to as computer literacy, ICT literacy, information literacy and 

media literacy” (UNESCO, 2018). 

Digital fluency - “The ability to create something new with digital tools” (Lalonde, 

2019)

- Need to define digital literacy and skills in the context of the immigrant service 

sector; recognize the newcomer diversity in digital fluency



A nuanced approach to digital literacy and skills

Digital literacy for clients is characterized by three predominant factors: 

● Limited access to digital devices and platforms

● Never encountered with digital devices or platforms

● Low literacy in English or in their own languages

Many SPOs have implemented research methods to measure clients’ literacy skills:

● Digital technology accessibility

● Levels of understanding digital technology and performability 



New Professional Roles in Settlement Service 
Delivery

Digital Navigator

“individuals who address the whole digital inclusion 

process — home connectivity, devices, and digital skills 

— with community members through repeated 

interaction” (NDIA)

Instructional Designer

Developing and distributing instructional materials; 

Supporting online and/or blended learning programs

Cybersecurity, Digital and Data Protection 

Advisors

Providing guidance on how to handle threats 

involved with the delivery of digital services.

Digital Pedagogy Specialist

Integrating technology into learning; Consulting on 

digital fluency; Multicultural and multigenerational 

virtual exchanges; Design and development of digital 

learning environments



New Professional Roles in Settlement Service 
Delivery

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

● A digital consultant should 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 specialists should offer customized digital training for both clients 
and staff.

It is important that settlement workers learn to be knowledgeable in substantially 
using digital devices and platforms and prepare for digital transformation 
readiness.



Digital Inclusion - addressing digital equity and the 
digital divide

● Complex social challenge that requires 

well-planned interventions in hybrid service 

delivery

● For clients: (1) limited access to digital 

devices and platforms and (2) low digital 

literacy in English or in their own 

languages. 

● Equity and social justice lens

● 5 A’s of technology access: availability, 

affordability, awareness, ability, agency



Digital Inclusion - addressing digital equity and the 
digital divide

● Our interviews and focus groups data find that SPOs have incrementally better understood the 
multi-dimensions of digital inequality in the immigrant service sector.

● This inquiry of digital inclusion needs to consider different social and situational contexts 
intersected in clients’ social class and status.  

It’s still very important digital transformation needs to be considered in a broader social context, high cost 
and poor quality of internet services and an impediment. And particularly affecting lower income groups. 
And success in digital transformation can hardly be viewed independently from the issues with underlying 
infrastructure. (Y, technology, SPO, focus group)

● Virtual volunteering
● Digital inequality also happens to settlement workers themselves



Data, outcomes measurement, and evaluation

How to measure and evaluate service performance and effectiveness?

● More effective data sharing across traditional boundaries

● Requires “data skills”: literacy, fluency, mindfulness

● Promoting ethical and safe use of data in work processes



Data, outcomes measurement, and evaluation

A research-based outcomes evaluation model

● These research methods include client feedback forms, focus groups with 
both client and staff themselves, and staff informal meetings.

Outcomes versus output 

● Outcomes evaluation needs to be customized based on service delivery 
goals. This process also requests to reconsider the relationship between 
service output and service outcomes. 



Investing in Hybrid Service Delivery

Funding - one of the most crucial components in hybrid service delivery

However, funding of digital innovation is inconsistent, uninformed, and not well defined:

“while ensuring all Canadians are digitally connected has never been more important, Canada’s “digital 
philanthropy” sector is ill-defined when compared to other well-developed philanthropic sectors such as 
the environment, poverty and public health. The research finds that funding for internet-related projects 
is limited, complicated, and difficult to access, which leads to competition for resources amongst 
groups who share the same goals. Study participants also fear that the COVID-19 pandemic will place 
new pressures on the small number of funders in this area, stretching already thin funding across other 
needs and priorities.” (CIRA, 2021)



Investing in Hybrid Service Delivery

Funding implications mean funding different options and possibilities 

● The format of hybrid service delivery should be considered. 

The changing nature of technology should be taken into account 

● The nature of technology keeps transforming as it is closely related to the 
cost of digital devices and equipment.

Funding should consider different vulnerable populations

● Temporary foreign workers in rural areas
● International students in high student-receiving cities



Promising Practices and Models in Other Sectors

Several questions raised by the settlement sector about digital service delivery seem to be 

shared by virtual care stakeholders, according to our analysis. 

Virtual care - “any interaction between patients and/or members of their circle of care, 

occurring remotely, using any forms of communication or information technologies, with the 

aim of facilitating or maximizing the quality and effectiveness of patient care” (Shaw et al., 

2018)



Promising Practices and Models in Other Sectors

● A virtual care model from the healthcare organization

● Virtual programming in community health centre

● A psychographic assessment model for employment services and 

counselling



Recommendations

● Reflecting on Digital Equity

● Institutional and Sector Resilience 

● Baseline vs Technology Recommendations



Recommendations

1. Develop a roadmap to support organizational digital 

transformation

2. Establish a common and sector-wide vision for digital 

literacy

3. Establish a hybrid service delivery lead at IRCC

4. Establish baseline sector competencies

5. Establish a national sector capacity-building approach

6. Ensure sector nuances are taken into account





Breakout Rooms

Breakout room 1: Leadership and change 

management

Breakout room 2: Innovation and solutions

Breakout room 3: Digital Inclusion



Sector presentations

Manjeet Dhiman - ACCES Employment - big org whose digital 

transformation pre-dates COVID

Sue Merrill - Somerset West Community Health Centre (transition to 

virtual care, Digital Equity and Virtual Programming Capacity Building 

Project)

Marcela Mancilla-Fuller - Collingwood Neighbourhood House Society 

- New or emerging role - the Digital Navigator

Linda Manimtim - eSkills - Digital literacy, language 



Wrap up

What’s next?

Where do we go from here?



Our Digital 
Transformation Experience



www.accesemployment.ca

About ACCES

MISSION

We assist jobseekers from diverse backgrounds, who are facing 

barriers to employment, to integrate into the Canadian job 

market. We achieve this by providing employment services, 

linking employers to skilled people and building strong networks 

in collaboration with community partners.

VISION

A fully inclusive labour force that reflects the diversity, skills 

and experience of Canada’s population.



www.accesemployment.ca

Delivering Results

ACCES’s integrated service model allows us to target and customize our employment services to meet the unique needs of 

our jobseekers and employers. In 2020, we continued to deliver strong results across all of our programs and services.

39,000
Jobseekers Served

2,500+
Employers we work with

83%
Jobseekers Found Employment 

or Achieved Training Objectives

98%
Jobseekers Would Recommend 

our Programs and Services

“I loved that the Cybersecurity Connections team was very hands-on and gave 

personalized recommendations to each of us regarding our job search strategies. This 

was helpful in understanding the needs of Canadian recruiters and the job market here. 

The program team was available anytime we needed them. I can't stress how comforting 

this was during the pandemic.” Aditya Dev Ganapathy, Software Engineer, RAPID7



www.accesemployment.ca

Service and Digitalization History

• Service delivery largely based on in-person interactions 

• Non-profit organization seeking to expand capacity to deliver with 

limited resources

• 2015 – received IRCC funding to deliver pre-arrival services 

• 2016 – received technology grant from Accenture

• Online service model included an online learning hub, CRM 

enhancement, use of various platforms for virtual services

• Doubled impact over two years from 16,000 (2016) to 34,000 

(2018).

A virtual mentoring session at ACCES’s 2019 Speed 

Mentoring Marathon event.



www.accesemployment.ca

1.

Initial Interaction

2.

In Program

3.

Connecting with 

Employers

4.

Successfully

Employed

5.

In the Workplace

• Resources focused heavily on 3 and 4 star steps

• 1 and 2 star steps have high volume, lower staff capacity

• VERA designed to support where the stars are lowest and staff support is the least available

• Received second Accenture grant in 2019 to develop an AI/Chatbot solution to address this challenge

Our Challenge: The Client Journey at ACCES



www.accesemployment.ca

Online Service Delivery Components

ONLINE TOOLS

-Job fairs platform

-Interview preparation

-Interview simulation

-Networking and mentoring

100% ONLINE 
PROGRAMS

-Canadian Employment 
Connections

-Electrical Engineering

-Business Connections en 
Francais

ASYNCHRONOUS 
ONLINE LEARNING  

Women in Technology

Cybersecurity Connections

Career Pathways for 
Newcomer Women

Construction Trades

Youth Job Connections

Bridging Programs IT BUSINESS 
INFRASTRUCTURE

Office 365

Salesforce (CRM)

Virtual Call Centre

SYNCHRONOUS 
ONLINE LEARNING

All programs since COVID-19

Bridging, cohorted programs

Employment Ontario 
Workshops

One-to-one consultations 
and Service

SELF-SERVE ONLINE

-VERA (AI Powered Chatbot)

-Online Event and Workshop 
Calendar

-E-ACCES Resource and 
Learning Hub

-Social media content 

ONLINE



www.accesemployment.ca

Online Services at ACCES



www.accesemployment.ca

E-Learning Catalog - General

Job Search
Professional Communication 

Essentials Leadership 
Professional Communication 

Advanced

• Resume & Job Search 
Prep

• Opportunities in the Job 
Market

• Preparing for Interviews 
• Building a Powerful 

LinkedIn Profile

• Leading in Multigenerational and 
Multicultural Workplaces

• Building Your Canadian Leadership 
Communication Style

• Conflict Management and Negotiation
• Performance Management
• Creating a Leadership Mindset

• Effective Communication in the 
Canadian Workplace

• Self-Advocacy and Email/Telephone 
Etiquette 

• Empowering Women through 
Effective Communication 

• Public Speaking and Professional 
Presentations 

• Building Relationships with 
Management, Teams and 
Stakeholders

• Navigating Critical Conversations



www.accesemployment.ca

E-Learning Catalog – Sector Specific 

Engineering
• Business Communication 
• Sector Trends in Canada

Human Resources 
• Business Communication 
• Sector Trends in Canada
• Disability Management 
• OHS
• Return to Work
• The Future of Unions in Canada

Inf

Sales & Marketing
• Business Communication 
• Sector Trends in Canada

Supply Chain
• Business Communication 
• Sector Trends in Canada

Financial Services
• Business Communication 
• Sector Trends in Canada

Entrepreneurship 
1. Getting Started in Business
2. Legal Aspects
3. Business Plans
4. Finances for Business 
5. Communications 
6. Marketing

Construction Trades
1. Construction Standards
2. Apprenticeship
3. Construction Tools
4. Health and Safety
5. Construction Math
6. Workers Rights
7. Workplace Culture
8. Pathways to Skilled Trades

Sales and Service (En Francais) 
• Sector Trends 
• Effective Communication 
• Effective Customer ServiceElectrical Engineering

1. Electrical Engineering 1
2. Electrical Engineering 2
3. Electrical Engineering 3
4. Electrical Engineering 4
5. Electrical Engineering 5



www.accesemployment.ca

Introducing VERA (Virtual Employment and Resource Assistant)

1
Provide General Information and 
FAQ’s

2
Answer Job Search Questions 
and Provide Resources

3 Answer Employer Services and 
Volunteering Questions

4
Program Information, Screening 
and Recommendation

5
Workshops and Events:  
Recommendation and Registration

6 Support for Registered Clients

7
Search and provide answers from 
full curriculum and select external 
sites.

8 Automated Email Flows to 
customize communications

9
Data and process automation within 
the CRM

10 Integration with additional online 
tools: webinar software, LMS, Job 
board, website 

www.accesemployment.ca/vera



www.accesemployment.ca

Challenges faced during Covid-19 pandemic:

• 70% of ACCES programs/services were not online at the 
onset of the pandemic (even though we had established 
infrastructure and some online programs)

• Change management and training was required

• New hardware was required

• Establishing a team to support staff / online services 

• Client preparedness

• Accessibility to technology and digital equipment



www.accesemployment.ca

2021 Survey Results:  Types of Online Delivery Currently Used at ACCES



www.accesemployment.ca

2021 Survey Results:  Challenges faced by Employment Consultants/Staff



www.accesemployment.ca

2021 Survey Results:  In which areas do you require further training support?



www.accesemployment.ca

Measuring Impact and Success:

• ACCES is looking at our own data on usage, success, and what is 
working or not online (2021 Survey to provide insight)

• Study on the use of Social Media for client/service support with 
Ryerson University (CERC in Migration and Integration)

• Looking more closely at digital upskilling and future skills for client 
groups

• Looking at the impact and use of various technology in enhancing 
success for jobseekers (ex. VERA, AI)



www.accesemployment.ca

https://vimeo.com/516371302/165b929ac5

DEMO VIDEO

https://vimeo.com/516371302/165b929ac5


www.accesemployment.ca

Locations

Toronto
489 College St., Unit 100
416.921.1800

Scarborough
2100 Ellesmere Rd., Unit 250
416.431.5326

North York
2001 Sheppard Ave East, Suite 201
416.443.9008

Mississauga
2085 Hurontario Street, Suite 210,
905.361.2522

Brampton
44 Peel Centre Drive, Unit 201
905.454.2316

Markham
8500 Leslie Street, Suite 470
905.840.2660

Newmarket
Opening Fall 2020
1091 Gorham Street, Unit 302
647.872.1241



Somerset West Community Health Centre

Digital Equity and Virtual Programming 
Capacity Building Project

Presented by Sue Merrill, Manager of Quality Improvement

March 2021



Phase 1 - Jumping in!

● Identified Digital Champions
● Quick needs assessment with staff
● Developed quick tools and guides (GEPO)
● Looked for additional resources, partnerships and volunteers



Phase 2 - Building internal capacity

● Hired expert to support staff training
● Fuller needs assessment with all teams
● Expanded Community of Practice
● Offered Digital Cafes and coaching to all staff
● Held a design Lab to generate pathways for building client capacity for 

digital equity and inclusion
● Applied for dedicated funding for Digital Equity



Phase 3 - Increasing client access and adoption

● Created Digital Equity and Virtual Programming Team to support clients 
and staff

● Identify needs for priority client groups

● Worked with partners to procure devices and data plans

● Set up devices with Team Viewer

● Developed and translated how-to guides for clients, handbook for staff

● Distribution and support is on-going



Key Learnings
● Access and adoption supports are essential for most clients
● Successful adoption can greatly increase access for many clients
● Staff need time, support and tools to successfully pivot to virtual care 

and service delivery
● Dedicated project management and technical expertise made all the 

difference
● There will be an ongoing need for Digital Equity Navigation supports for 

clients who face the most barriers
● Organizational structures need to be modified to reflect this work



What’s Next?

● True digital equity requires a collective impact approach to be fully impactful and 
sustainable

● The Alliance for Healthier Communities is leading the charge for Community Health 
Centres in Ontario

● See also:
○ Good Change Foundation in the UK
○ Charlotte Digital Inclusion Alliance

https://www.allianceon.org/
https://www.goodthingsfoundation.org/
https://www.charlottedigitalinclusionalliance.org/


Digital Literacy for 
Newcomers

Linda Manimtim, Instructional Designer
Language Training Centre, Red River 
College





Why 
eSkills?



• CLB ≠ digital literacy
• Digital divide



Objectives of the eSkills Project

Research and test a digital literacy 
training course for newcomers that is:
• Competency based
• Self-paced / asynchronous
• Immersive, authentic, and interactive
• Not specific to apps, LMS, OS







Diagnostic



If you suspect a scam…
1. Resist clicking
2. Identify official help channels
3. Identify a trusted resource



Sample simulation



Try this activity
https://bit.ly/3bSFzlk

Sample review

https://bit.ly/3bSFzlk


Interactive
Immersive
Authentic



Pilot groups



“eSkills shows you how to be safe 
and professional online. I can do that 
now. I didn’t know that before.” 
- eSkills Pilot 1 participant

“I know more about computers, and I will 
be safer online. I am aware of the risks 
and how to prevent them as well as what 
I should do if threats and such occur.” 
- eSkills Pilot 2 participant





www.eskills.ca

http://www.eskills.ca/


Facilitator Guide and Training
eSkills training for newcomers



Sherry Seymour
Project Lead, Content Developer
SLSeymour@rrc.ca

Linda Manimtim
Instructional Designer
LManimtim@rrc.ca

Pilot 4
Email Sherry Seymour by April 5.

mailto:slseymour@rrc.ca
mailto:Lmanimtim@rrc.ca




Thank you for attending!


