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Exe cut ive
Sum m a ry

M a ny  s e t t l e m e n t  s e rv i c e s  a r e  b e i n g

d e l ive r e d  v i r t ua l ly ;

S o m e  r e m o te  sup p o r ts  r e qu i r e  o n l i n e

a p p l i c a t i o n s ;

N ewc o m e r s  a r e  wo r k i n g  f r o m  h o m e ;  

N ewc o m e r s  a r e  b e i n g  a s k e d  to  p a r t i c i p a te

i n  d i s ta n c e  l a n gua g e  l e a r n i n g  (L I N C ,  E S L

c l a s s e s )  a n d  wo r k s h o p s ;

F a m i ly  a n d  f r i e n d s  h ave  a  n e e d  to

m a i n ta i n  s o c i a l  c o n n e c t i o n s  th r oug h  we b

b a s e d  c o m mun i c a t i o n  to o l s  wh i l e

p hys i c a l ly  d i s ta n c i n g  f r o m  e a c h  o th e r .  

L a c k  o f  e qu i ta b l e  a c c e s s  to  te c h n o l o gy  h a s

b e e n  a  l o n g -s ta n d i n g  i s sue  f o r  vu l n e r a b l e  a n d

m a r g i n a l ize d  p o pu l a t i o n s  i n c lud i n g

n ewc o m e r s ,  a n d  a l o n g  w i th  o th e r  e qu i t y

i s sue s  h a s  b e e n  exa c e r b a te d  by  th e  

C O V I D - 19  p a n d e m i c .  I t  i s  n ow  m o r e  c r i t i c a l

th a n  eve r  a s :   

T h i s  r e p o r t  ou t l i n e s  h ow  th e  t r a n s i t i o n  to

o n l i n e  s e rv i c e  d e l ive ry  by  g ove r n m e n t  a n d

c o m mun i t y  a g e n c i e s  h a s  i m p a c te d

n ewc o m e r s ,  e s p e c i a l ly  th o s e  i n  vu l n e r a b l e

s i t ua t i o n s ,  w i th  th e  i n te n t  th a t  f i n d i n g s  b e

us e d  to  i n f o r m  p o l i cy  a n d  d r ive  s o c i a l

c h a n g e .  

T h e  T o r o n to  S ou th  L o c a l  I m m i g r a t i o n

P a r tn e r s h i p  (T S L I P )  w i l l  a l s o  s e e k  n ew

p a r tn e r s h i p s  a n d  c o l l a b o r a t i o n s  i n  a n  e f f o r t

to  c l o s e  s o m e  o f  th e  a c c e s s i b i l i t y  g a p s  th a t

m ay  e m e r g e  f r o m  th i s  n e e d s  a s s e s s m e n t .

 

T H I S  R E P O R T  O U T L I N E S

T H E  E X T E N T  T O  W H I C H

T H E  T R A N S I T I O N  T O

O N L I N E  S E R V I C E

D E L I V E R Y  H A S  I M P A C T E D

N E W C O M E R S ,

E S P E C I A L L Y  T H O S E

I N  V U L N E R A B L E

S I T U A T I O N S
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T h e  r e p o r t  i s  b a s e d  o n  r e su l ts  f r o m  two  o n l i n e

su rveys  (o n e  f o r  s e rv i c e  p r ov i d e r s  -S P O s -  a n d

o n e  f o r  n ewc o m e r s )  sup p l e m e n te d  by  p h o n e

i n te rv i ews  w i th  n ewc o m e r s  wh o  h ave  b e e n  un a b l e

to  a c c e s s  r e m o te  s e rv i c e s .  

A l l  r e s e a r c h  wa s  c o m p l e te d  b e twe e n  Ju ly  a n d

S e p te m b e r  2020 ,  a n d  ta r g e te d  n ewc o m e r s  a n d

s e rv i c e  p r ov i d e r s  w i th i n  T o r o n to .

T h e  d a ta  c o l l e c te d  c o n f i r m e d  th a t  a  d i s c r e p a n cy

ex i s ts  b e twe e n  n ewc o m e r s  wh o  h ave  a c c e s s  to

i n f o r m a t i o n  a n d  c o m mun i c a t i o n  te c h n o l o g i e s  a n d

th e  b e n e f i ts  th ey  p r ov i d e  a n d  th o s e  wh o  d o n ' t .

 

A s  a  way  f o rwa r d ,  T S L I P  w i l l  a dvo c a te  to  r e duc e

th i s  d i g i ta l  d iv i d e  o n  b e h a l f  o f  N ewc o m e r s  a n d

th e  C a n a d i a n  pub l i c  i n  th e  f o l l ow i n g  a r e a s :

( i )  A c c e s s  to  d ev i c e s ;

( i i )  A c c e s s  to  a f f o r d a b l e ,  qua l i t y  a n d  r e l i a b l e

i n te r n e t ;

( i i i )  D i g i ta l  l i te r a cy  t r a i n i n g  ( f o r  S P O s  a n d

n ewc o m e r s )  a n d  

( iv )  P o l i cy  r e c o m m e n d a t i o n s  a t  th e  M i c r o  a n d

M a c r o  l eve l s .
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T h e  T o r o n to  S ou th  L o c a l  I m m i g r a t i o n  P a r tn e r s h i p  (T S L I P )  i s  a  c o l l a b o r a t ive

p r o j e c t  l e d  by  a  c o n s o r t ium  o f  th r e e  o r g a n iza t i o n s ,  th e  C a n a d i a n  C e n t r e  f o r

V i c t i m s  o f  T o r t u r e ,  T h e  N e i g h b ou r h o o d  G r oup  a n d  W o o d G r e e n  C o m mun i t y

S e rv i c e s .

 

T S L I P  i s  o n e  o f  5  L I P  p r o j e c ts  i n  T o r o n to  a n d  o n e  o f  a p p r ox i m a te ly  80  L I P s

a c r o s s  C a n a d a  (www .p2p c a n a d a .c a / l i p  f o r  m o r e  i n f o r m a t i o n  o n  L I P s  a c r o s s

th e  c oun t ry ) .

 

T h e  pu r p o s e  o f  th e  L I P s  i s  to  f o s te r  we l c o m i n g  c o m mun i t i e s  a n d  i m p r ove  th e

s o c i a l  a n d  e c o n o m i c  ou tc o m e s  o f  n ewc o m e r s  th r oug h  e n h a n c e d  s e rv i c e

d e l ive ry ,  c o l l a b o r a t i o n  a n d  d eve l o p m e n t  o f  p a r tn e r s h i p s  a m o n g  i m m i g r a n t

s e rv i n g  a g e n c i e s .  
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I n t r o d u c t i o n

sys t e m i c  i s s u e s  a n d  s o c i a l  c h a n g e

wo r k i n g  g r o u p

T h i s  r e p o r t  wa s  p r o duc e d  by  th e  Sys te m i c  I s sue s  a n d  S o c i a l

C h a n g e  W o r k i n g  G r oup  (S I S C  W G ) ,  wh i c h  i s  a  c o l l a b o r a t i o n  o f  L I P

a n d  i m m i g r a n t  s e rv i n g  a g e n cy  s ta f f  a c r o s s  th e  c i ty  o f  T o r o n to

f a c i l i ta te d  by  th e  T S L I P .  

I ts  m a n d a te  i s  to  wo r k  to g e th e r  to  a d d r e s s  b r o a d e r  sys te m i c  i s sue s

a f f e c t i n g  n ewc o m e r s  a c r o s s  th e  c i ty .

http://ccvt.org/
https://www.theneighbourhoodgroup.org/
https://www.woodgreen.org/
http://p2pcanada.ca/lip/
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ACCESS  TO  TECHNOLOGY  FOR  SERVICE  PROVIDERS  AND  NEWCOMERS  DURING  COVID - 19

A c c e s s  to  T e c h n o l o gy  Du r i n g  th e  C ov i d - 19  P a n d e m i c

 

B e f o r e  th e  c o r o n av i rus  p a n d e m i c ,  c o m mun i t y  a g e n c i e s  a c r o s s  th e  G T A  we r e

m ov i n g  towa r d s  o r  a l r e a dy  o f f e r i n g  s o m e  l eve l  o f  r e m o te  (o n l i n e )  s e rv i c e s  i n

r e s p o n s e  to  c l i e n ts '  d e m a n d  a n d  te c h n o l o g i c a l  t r e n d s .  

T h e  ou tb r e a k  o f  th e  p a n d e m i c  c o m p e l l e d  m o s t  c o m mun i t y  a g e n c i e s  to  h a s te n  th e

t r a n s i t i o n  to  r e m o te  s e rv i c e s  o r  a  hyb r i d  o f  r e m o te / i n -p e r s o n  s e rv i c e s .  T h i s  a b rup t

c h a n g e  c a m e  w i th  a t te n d a n t  c h a l l e n g e s  i n c lud i n g  e n su r i n g  a c c e s s  to  r e l eva n t

te c h n o l o gy  by  c l i e n ts .  

B a s e d  o n  c o n c e r n s  r a i s e d  by  c o m mun i t y  a g e n c i e s  r e g a r d i n g  l a c k  o f  a c c e s s  to

r e l eva n t  a n d  a d e qua te  te c h n o l o gy  by  n ewc o m e r  c l i e n ts  a n d  a g e n cy  s ta f f  a l i k e ,  th e

Sys te m i c  I s sue s  a n d  S o c i a l  C h a n g e  wo r k i n g  g r oup  (S I S C  W G )  d eve l o p e d  a n d

c o n duc te d  two  su rveys  to  b e t te r  un d e r s ta n d  th e  ex te n t  o f  th i s  g a p  a n d  h ow  i t  h a s

h i n d e r e d  n ewc o m e r s  i n  a c c e s s i n g  r e m o te  s e rv i c e s  o f f e r e d  by  a g e n c i e s .

b a c k g r o u n d
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m e t h o d o l o gy

S e rv i c e  p r ov i d e r  a g e n c i e s  ( v i a  su rvey  m o n k ey ) .

N ewc o m e r s  to  C a n a d a  ( v i a  su rvey  m o n k ey  a n d  p h o n e ) ;  n ewc o m e r s  a r e  d e f i n e d  a s

i n d iv i dua l s  wh o  s e l f - i d e n t i fy  a s  n ewc o m e r s  wh o  we r e  n o t  b o r n  i n  C a n a d a .

D a ta  f o r  th i s  p r o j e c t  wa s  c o l l e c te d  by  m e m b e r s  o f  th e  Sys te m i c  I s sue s  a n d  S o c i a l

C h a n g e  wo r k i n g  g r oup  b e twe e n  Ju ly  20  a n d  S e p te m b e r  4 ,  2020 .

Two  g r oup s  o f  s ta k e h o l d e r s  we r e  su rveye d :

D a ta  wa s  o b ta i n e d  f r o m  85  s e rv i c e  p r ov i d e r  r e s p o n d e n ts  ( f r o n t l i n e  s ta f f ,  m i d d l e  a n d

s e n i o r  m a n a g e m e n t ) ,  63  o n l i n e  n ewc o m e r  r e s p o n d e n ts  a n d  32  n ewc o m e r  p h o n e

i n te rv i ews .  S e rv i c e  p r ov i d e r  r e s p o n d e n ts  i n c lud e d  i m m i g r a n t  s e rv i n g  o r g a n iza t i o n s  i n

T o r o n to ,  suc h  a s  s e t t l e m e n t ,  h e a l th ,  l e g a l ,  m e n ta l  h e a l th ,  s c h o o l  b o a r d s  a n d

e m p l oym e n t  a g e n c i e s .  

T h e  o n l i n e  su rvey  wa s  d i s t r i bu te d  by  th e  4  T o r o n to  Qua d r a n t  L o c a l  I m m i g r a t i o n

P a r tn e r s h i p s  v i a  e m a i l ,  s o c i a l  m e d i a  a n d  th e  T S L I P  n ews l e t te r .  A d d i t i o n a l ly ,  ou r

p a r tn e r  a g e n c i e s  c o n duc te d  ( 32 )  p h o n e  i n te rv i ews  w i th  “ un c o n n e c te d  n ewc o m e r s ”  i n

M a n d a r i n ,  F a r s i  a n d  A r a b i c .  W e  d e f i n e d  “ un c o n n e c te d  n ewc o m e r s "  a s  i n d iv i dua l s

k n own  to  c o m mun i t y  o r g a n iza t i o n s  wh o  h ave  n o t  r e c e ive d  a ny  o n l i n e  o r  r e m o te

c o m mun i t y  s e rv i c e s ,  d e s p i te  a c c e s s i n g  s e rv i c e s  i n  p e r s o n  p r i o r  to  th e  p a n d e m i c .  

I t  r e m a i n s  a  c h a l l e n g e  a n d  a  l i m i ta t i o n  o f  th e  r e s e a r c h  th a t  n ewc o m e r s  wh o  a r e  n o t

c o n n e c te d  to  a ny  s e rv i c e s  p r i o r  to  th e  p a n d e m i c  we r e  un a b l e  to  b e  r e a c h e d .  A

d ive r s e  d e m o g r a p h i c  wa s  s e l e c te d  to  p a r t i c i p a te  i n  th e s e  p h o n e  i n te rv i ews ,  i n c lud i n g

n ewc o m e r  you th ,  a du l ts  a n d  s e n i o r s .  P h o n e  i n te rv i ew  p a r t i c i p a n ts  we r e  g ive n  a  s m a l l

h o n o r a r ium  f o r  th e i r  t i m e .  S e e  A p p e n d ix  14  (p a g e  40 )  f o r  m o r e  d e ta i l s  r e g a r d i n g

th e  su rvey  p a r t i c i p a n ts '  d e m o g r a p h i c s .  

T h e s e  i n d iv i dua l  p h o n e  i n te rv i ews  we r e  c r i t i c a l  to  e n su r i n g  th a t  exp e r i e n c e s  o f  th o s e

wh o  m ay  n o t  h ave  a c c e s s  to  a  d ev i c e  a n d /o r  a  r e gu l a r  i n te r n e t  c o n n e c t i o n  we r e  a l s o

r e f l e c te d  i n  th e  d a ta .   T h e  s a m e  que s t i o n s  we r e  us e d  i n  th e  n ewc o m e r  o n l i n e  su rvey

a n d  p h o n e  i n te rv i ews  to  e n su r e  th e  d a ta  wa s  c o n s i s te n t .  T h e  o n l i n e  su rvey  c a p t u r e d

th e  exp e r i e n c e s  o f  n ewc o m e r s  wh o  h a d  s o m e  a c c e s s  to  i n te r n e t  ( i .e .  a t  h o m e ,  v i a  a

pub l i c  c o n n e c t i o n ,  o r  c o m mun i t y  a g e n cy ,  e tc . ) .   
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m e t h o d o l o gy  -  C o n t .  

T h e  c l i e n t  g r oup s  th a t  th ey  s e rve .

T h e  to o l s  th ey  us e  to  c o n n e c t  w i th  c l i e n ts .

T h e  p e r c e n ta g e  o f  c l i e n ts  th a t  h ave  a c c e s s  to  a n d  a r e

a b l e  to  us e  d ev i c e s  suc h  a s  c o m pu te r s ,  l a p to p s ,  ta b l e ts ,

s m a r tp h o n e s ,  e tc .  a n d  i n te r n e t .

T h e  t yp e  o f  a s s i s ta n c e  S P O s  a r e  o f f e r i n g  to  h e l p  th e i r

c l i e n ts  a c c e s s  o n l i n e  p r o g r a m s  o r  s e rv i c e s  du r i n g

C ov i d - 19 .

T h e  b e s t  te c h n o l o gy  o p t i o n s  f o r  n ewc o m e r s  to  a c c e s s

s e rv i c e s .

S P O s  n e e d s  to  p r ov i d e  o n l i n e  s e rv i c e s  f o r  c l i e n ts .

T h e  p e r c e n ta g e  o f  n ewc o m e r s  th a t  h ave  i n te r n e t  a c c e s s

a t  h o m e  a n d  to  te c h n o l o gy  d ev i c e s .

T h e  c h a l l e n g e s  o r  b a r r i e r s  th a t  p r eve n t  n ewc o m e r s  f r o m

a c c e s s i n g  c o m mun i t y  s e rv i c e s  o n l i n e .

N ewc o m e r s '  exp e r i e n c e  a c c e s s i n g  c o m mun i t y  s e rv i c e s

o n l i n e .

T h e  t yp e s  o f  sup p o r ts  th a t  h ave  h e l p e d  th e m  a c c e s s

o n l i n e  c o m mun i t y  s e rv i c e s .

N ewc o m e r s '  t r a i n i n g  n e e d s  r e l a te d  to  d i g i ta l  l i te r a cy .

T h e  que s t i o n s  f o r  th e  S e rv i c e  P r ov i d e r s  o n l i n e  su rvey

h o n e d  i n  o n  th e  f o l l ow i n g :

T h e  que s t i o n s  f o r  th e  N ewc o m e r  o n l i n e  su rvey  a n d  p h o n e

i n te rv i ews  we r e  d e s i g n e d  to  i d e n t i fy :

P l e a s e  r e f e r  to  th e  A p p e n d ix  S e c t i o n  (p a g e s  30  to  40 )  o f

th i s  r e p o r t  f o r  d e ta i l s  o f  th e  su rvey  r e su l ts .

T h e  r e s e a r c h  p r e s e n te d  i s  b a s e d  o f f  a  r e l a t ive ly  s m a l l  s a m p l e  o f  n ewc o m e r s  i d e n t i f i e d

a n d  c o n ta c te d  b a s e d  o n  th e i r  p r i o r  r e l a t i o n s h i p  w i th  s e rv i c e  p r ov i d e r s  i n  T o r o n to .  I t  i s

th e r e f o r e  p o s s i b l e  th a t  th e  n e e d s  a n d  g a p s  i d e n t i f i e d  a r e  s p e c i f i c  to  c l i e n ts  o f  th o s e

p a r t i cu l a r  a g e n c i e s  a n d  m ay  n o t  g e n e r a l ize  to  n ewc o m e r s  a c r o s s  C a n a d a .  I n  a d d i t i o n ,

we  we r e  n o t  a b l e  to  a c c e s s  a n d  i n c lud e  n ewc o m e r s  w i th  d i s a b i l i t i e s ,  a n d  fu r th e r

r e s e a r c h  i s  r e qu i r e d  to  d e te r m i n e  th e i r  s p e c i f i c  te c h n o l o gy  n e e d s .

T h i s  r e s e a r c h  i s  i n te n d e d  a s  a  f oun d a t i o n  f o r  fu tu r e  wo r k  a n d  th e  a b ove  l i m i ta t i o n s

o f f e r  o p p o r t un i t i e s  f o r  fu r th e r  r e s e a r c h  i n to  te c h n o l o g i c a l  a c c e s s i b i l i t y  a n d  s e rv i c e

p r ov i s i o n  to  n ewc o m e r s  du r i n g  th e  C O V I D - 19  p a n d e m i c .
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s u r v ey  d e m o g r a p h i c s  

86 .8%  o f  th e  n ewc o m e r  su rvey

r e s p o n d e n ts  p r ov i d e d  th e  f i r s t  th r e e

d i g i ts  o f  th e i r  p o s ta l  c o d e .

B a s e d  o n  th e  r e s p o n s e s ,  a l l  o f  th e

r e s p o n d e n ts  r e s i d e  i n  S ou th e r n

O n ta r i o .  72 .9%  r e s i d e  i n  T o r o n to ,

23 . 7%  r e s i d e  i n  th e  G T A  (exc lud i n g

T o r o n to )  a n d  3 .39%  r e s i d e  ou ts i d e  o f

th e  G T A .

A l th oug h  th e  su rvey  ta r g e te d

n ewc o m e r s  r e s i d i n g  i n  th e  G T A ,  s o m e

r e s p o n s e s  f r o m  ou ts i d e  we r e  a l s o

i n c lud e d  a s  s o m e  o f  th e  L I P s ’  c l i e n ts

wh o  p a r t i c i p a te d  i n  th e  o n l i n e  su rvey

l ive  ou ts i d e  th e  G T A .

38 .98%  o f  r e s p o n d e n ts  we r e  b e twe e n

th e  a g e s  o f  36  a n d  44 .  

T h e  n ex t  a g e  g r oup  w i th  th e  h i g h e s t

p a r t i c i p a t i o n  r a te  we r e  th o s e

b e twe e n  25  a n d  35 ,  a t  28 .8 1% .

T h o s e  b e twe e n  45  a n d  64  ye a r s  o f

a g e  a c c oun te d  f o r  1 5 . 25%  o f

r e s p o n d e n ts .  S e e  A p p e n d ix  14  (p a g e

40 ) .  

T h e  r e m a i n i n g  a g e  c a te g o r i e s  we r e

a g e s  65  a n d  ove r  ( 1 3 . 56%)  a n d  a g e s

18  to  24  ( 3 . 39%) .  S e e  A p p e n d ix  14

(P a g e  40 ) .

T h e  o n l i n e  su rvey  a n d  p h o n e  i n te rv i ews

w i th  n ewc o m e r s  we r e  d e s i g n e d  to

g a th e r  i n pu t  f r o m  n ewc o m e r s

exp e r i e n c i n g  c h a l l e n g e s  a c c e s s i n g

r e m o te  s e rv i c e s  du r i n g  th e  C O V I D - 19

p a n d e m i c .



The survey was developed to obtain a

better understanding of Service Providers’

experience and perspectives on the

strengths and challenges of offering online

and remote services to newcomers to

Canada during COVID-19.

SURVEY FOR
SERVICE
PROVIDERS

Access to technology report for service providers and newcomers during COVID-19 
November 2020                                                                                                                                                                          Page 9
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S e r v i c e  P r o v i d e r s  s u r v ey :  k ey  f i n d i n g s

P r o g r a m s  a n d  s e rv i c e s  b e i n g  d e l ive r e d

to  n ewc o m e r s  h ave  l a r g e ly  m ove d  to

o n l i n e  a n d  r e m o te  d e l ive ry .

S e rv i c e  p r ov i d e r s  a r e  us i n g  a  va r i e t y  o f

to o l s  a n d  p l a t f o r m s  to  c o n n e c t  to  c l i e n ts :

p h o n e  a n d  e m a i l  a r e  th e  m o s t  c o m m o n

to o l s  us e d  to  c o n n e c t  to  c l i e n ts ,  f o l l owe d

by  Z o o m  a n d  tex t  m e s s a g e .

S e rv i c e  p r ov i d e r s  r e s p o n d e d  th e  “b e s t ”

te c h n o l o gy  o p t i o n  f o r  c l i e n ts  to  a c c e s s

s e rv i c e s  i s  by  p h o n e  ( 62 . 35%)  f o l l owe d

by  e m a i l  ( 4 1 . 1 8% ) .  S e e  A p p e n d ix  3  (p a g e

32 ) .

S e rv i c e  p r ov i d e r s  e s t i m a te  th a t  m o s t

c l i e n ts  h ave  a c c e s s  to  a  te c h  d ev i c e

(c o m pu te r s ,  l a p to p s ,  ta b l e ts ,

s m a r tp h o n e s ,  e tc . )  a n d  i n te r n e t ;

h oweve r ,  th ey  a l s o  e s t i m a te  th e r e  a r e

c h a l l e n g e s  i n  us i n g  th e  d ev i c e s .  S e e

A p p e n d ix  2  (p a g e  31 ) .

A s s i s ta n c e  o f f e r e d  to  h e l p  c l i e n ts  a c c e s s

o n l i n e  p r o g r a m s  a n d  s e rv i c e s  i s  m o s t ly

i n f o r m a l  a n d  o n  a n  i n d iv i dua l  b a s i s .

W h e r e  th e r e  a r e  o th e r  t yp e s  o f

a s s i s ta n c e ,  i t  i s  o f te n  r e f e r r a l s  to

p r o g r a m s /s e rv i c e s  ( i .e .  d i g i ta l  l i te r a cy

t r a i n i n g ,  s h o r t - te r m  l e n d i n g  p r o g r a m s ) .

S e e  A p p e n d ix  1  (p a g e  31 ) .
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b a r r i e r s  f a c e d  by  c l i e n t s

L a c k  o f  r e l i a b l e  a n d  su f f i c i e n t  i n te r n e t .

N o t  e n oug h  te c h n o l o gy  d ev i c e s  f o r  f a m i ly  m e m b e r s .

C o s t  o f  te c h n o l o gy  d ev i c e s  a n d  i n te r n e t .

Qua l i t y  o f  th e  d ev i c e s  th a t  c l i e n ts  own  o r  h ave  a c c e s s  to  –  o l d e r  a n d

i n c o m p a t i b l e  w i th  n ewe r  te c h n o l o gy  p l a t f o r m s .

M o s t  c l i e n ts  h ave  a c c e s s  to  c e l l p h o n e s  –  bu t  c e l l p h o n e s  a r e  i n a d e qua te  f o r

p a r t i c i p a t i n g  i n  m a ny  o n l i n e  p r o g r a m s  (e .g .  l a n gua g e  t r a i n i n g )  a n d  f o r  d e a l i n g

w i th  l e n g thy  d o cum e n ta t i o n .

L i te r a cy  b a r r i e r s  –  c l i e n ts  un a b l e  to  n av i g a te  th e  i n te r n e t  a n d  un d e r s ta n d

i n f o r m a t i o n  o n  va r i ous  we b s i te s  (e .g .  f i l l i n g  ou t  f o r m s ) .

L a n gua g e  b a r r i e r s  –  m o s t  p r o g r a m s  a r e  c o n duc te d  i n  E n g l i s h  o n ly .

P r iva cy  a n d  s e cu r i t y  c o n c e r n s  –  c l i e n ts  d o  n o t  h ave  qu i e t  o r  p r iva te  s p a c e  a t

h o m e  –  e s p e c i a l ly  th o s e  i n  s h e l te r s  o r  c o n g r e g a te  h ous i n g ;  c l i e n ts  r e luc ta n t  to

s h a r e  p e r s o n a l  i n f o r m a t i o n  ove r  te c h n o l o gy ;  s o m e  p r ov i d e r s  a r e  n o t  a b l e  to

s h a r e  l e g a l  i n f o r m a t i o n  ove r  te c h n o l o gy ;  s p ous e s  w i l l  n o t  a l l ow  c l i e n ts  to  us e

te c h n o l o gy .

S e rv i c e  P r ov i d e r s  c i te  num e r ous  b a r r i e r s  f a c e d  by  c l i e n ts :  
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n e e d s  o f  c l i e n t s  

F i n a n c i a l  sup p o r ts  a n d  sub s i d i e s  to

pu r c h a s e  d ev i c e s  w i th  b a n dw i d th .

R e s ou r c e s  ( i .e .  s h o r t  v i d e o  c l i p s )  to

te a c h  c l i e n ts  h ow  to  us e  o n l i n e

sup p o r ts .

Mu l t i l i n gua l  r e s ou r c e s .

T a r g e te d  sup p o r ts  f o r  vu l n e r a b l e

c l i e n ts  –  o l d e r  a du l ts /s e n i o r s

(e s p e c i a l ly  th o s e  th a t  a r e  m o r e

i s o l a te d ) ;  c l i e n ts  w i th  l ow  l i te r a cy  o r

l a n gua g e  s k i l l s ;  c l i e n ts  w i th  m e n ta l

i l l n e s s  m ay  l a c k  th e  m o t iva t i o n  a n d

ex t r a  e f f o r t  r e qu i r e d  to  us e  o n l i n e

sup p o r ts .

A c c e s s  to  t r a n s l a t i o n  sup p o r ts .

C l i e n ts  n e e d  m o r e  o n l i n e  r e s ou r c e s

r e l a te d  to  h e a l th .

S e rv i c e  P r ov i d e r s  a l s o  c i te  num e r ous

n e e d s  a r oun d  c l i e n ts ’  a c c e s s  a n d  us e

o f  te c h n o l o gy :



ADDITIONAL NEEDS AND GAPS TO

PROVIDING ONLINE SERVICES FOR CLIENTS

I n te r p r e ta t i o n  a n d  t r a n s l a t i o n  s e rv i c e s  th a t  a r e

a f f o r d a b l e .

A d d i t i o n a l  a n d  up d a te d  te c h  d ev i c e s  a t  h o m e .

D e l ive r i n g  wo r k s h o p s  o n l i n e  r e qu i r e s  m o r e  t i m e  a n d

wo r k .

N o t  g ive n  e n oug h  t i m e  to  c o n duc t  i n ta k e  s e s s i o n s ,

wh i c h  ta k e  l o n g e r  ove r  th e  p h o n e  a n d  o n l i n e .  S e e

A p p e n d ix  4  (p a g e s  32  a n d  33 ) .
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L a c k  o f  te c h n o l o gy  d ev i c e s / l a c k  o f  fun d i n g  f o r

te c h n o l o gy  d ev i c e s  –  us i n g  p e r s o n a l  d ev i c e s .

C o s t  o f  us i n g  p e r s o n a l  te c h  e qu i p m e n t /h o m e  o f f i c e .

L a c k  o f  s p a c e  a n d  p r iva cy  wh e n  wo r k i n g  f r o m  h o m e .

L a c k  o f  a c c e s s  to  p r i n te r s /s c a n n e r s / f ax .

L a n gua g e  b a r r i e r  w i th  c l i e n ts .

I n a b i l i t y  to  p r i n t  m a te r i a l s  a n d  d o cum e n ts  wh e n

wo r k i n g  w i th  c l i e n ts ;  s ta f f  c a n n o t  e a s i ly  d o cum e n t

a n swe r s  a n d  p r ov i d e  i n f o r m a t i o n  a s  i t  wou l d  h a p p e n  i n

p e r s o n .

E m a i l  i nv i ta t i o n s /c o n f i r m a t i o n s  f o r  o n l i n e  p l a t f o r m s  a r e

i n  E n g l i s h ;  o n l i n e  r e g i s t r a t i o n / i n ta k e  f o r m s  a r e  i n

E n g l i s h  a s  we l l .

L e n g th  o f  a p p o i n tm e n ts  –  a p p o i n tm e n ts  a r e  s o m e t i m e s

l o n g e r ,  rus h e d  a n d  s t r e s s fu l .

C o n s e n t  –  g e t t i n g  c o n s e n t  v i r t ua l ly .

O n l i n e  p l a t f o r m s  d o  n o t  f a c i l i ta te  m e a n i n g fu l

i n te r a c t i o n s  w i th  c l i e n ts .

B a r r i e r s  f a c e d  by  F r o n t l i n e

S t a f f

A C C E S S  T O  T E C H N O L O G Y  F O R  S E R V I C E  P R O V I D E R S  A N D  N E W C O M E R S  D U R I N G  C O V I D-19



In addition to the survey for service providers, a

second survey focusing on newcomers was

disseminated in order to obtain a clearer

understanding of their experiences in

accessing online community services during

COVID-19. The same survey questions were

delivered to 63 newcomers via survey monkey

and by phone to an additional 32 newcomers.

SURVEY FOR
NEWCOMERS

Access to technology report for service providers and newcomers during COVID-19 
November 2020                                                                                                                                                                          Page 14



KEY FINDINGS 
N ewc o m e r  r e s p o n d e n ts  wh o  c o m p l e te d  th e  o n l i n e  su rvey

a n d  th o s e  wh o s e  exp e r i e n c e s  we r e  c a p t u r e d  th r oug h

d i r e c t  p h o n e  i n te rv i ews  p r ov i d e d  va lua b l e  i n s i g h ts

r e g a r d i n g  e m e r g i n g  a n d  p e r s i s t i n g  b a r r i e r s  i n  a c c e s s i n g

te c h n o l o gy  a n d  v i r t ua l  s o c i a l  s e rv i c e s  du r i n g  th e

p a n d e m i c .

ACCESS TO INTERNET, DEVICES AND

SERVICES

99%  o f  o n l i n e  su rvey  r e s p o n d e n ts  i n d i c a te d  th ey  h a d

i n te r n e t  a c c e s s  a t  h o m e  c o m p a r e d  to  83%  o f  th o s e

i n te rv i ewe d  by  p h o n e .

W i th  r e g a r d s  to  r e gu l a r  a c c e s s  to  d ev i c e s ,  s m a r tp h o n e s

(o n l i n e :  84% ;  p h o n e :  63%)  a n d  l a p to p s  (o n l i n e :  72% ;

p h o n e :  43%)  we r e  i d e n t i f i e d  a s  th e  m o s t  r e a d i ly

a c c e s s i b l e  d ev i c e s  a m o n g  a l l  n ewc o m e r  r e s p o n d e n ts .  S e e

A p p e n d ix  8  (p a g e  36 ) .

H oweve r ,  a c c e s s  to  e a c h  o f  th e s e  d ev i c e s  wa s  n o ta b ly

l owe r  a m o n g  p h o n e  i n te rv i ewe e s  th a n  f o r  o n l i n e  su rvey

r e s p o n d e n ts .  S o m e  o n l i n e  r e s p o n d e n ts  i n d i c a te d  th a t  th e i r

s m a r tp h o n e s  we r e  b o r r owe d  a n d  s o m e  m e n t i o n e d  th ey

we r e  o n ly  a b l e  to  m a k e  o r  ta k e  c a l l s  bu t  n o t  a c c e s s  o n l i n e

s e rv i c e s  w i th  th e m .

A t  th e  t i m e  o f  th e  su rvey ,  74%  o f  o n l i n e  r e s p o n d e n ts

c o m p a r e d  to  63%  o f  p h o n e  r e s p o n d e n ts  we r e  cu r r e n t ly

a c c e s s i n g  v i r t ua l  c o m mun i t y  s e rv i c e s  suc h  a s

e m p l oym e n t ,  l a n gua g e ,  h ous i n g ,  a n d  s e t t l e m e n t  s e rv i c e s .

S e e  A p p e n d ix  9  (p a g e  37 ) .

Qua l i ta t ive  d a ta  a l s o  i n d i c a te d  th a t  s o m e  n ewc o m e r s

p r e f e r  to  c o n n e c t  w i th  s e rv i c e  p r ov i d e r s  d i r e c t ly  by  p h o n e

due  to  p r iva cy  a n d  s e cu r i t y  c o n c e r n s  w i th  s h a r i n g

i n f o r m a t i o n  o n l i n e .  M a ny  i n d i c a te d  th ey  p r e f e r  to  s p e a k  to

s o m e o n e  th ey  t rus t .  

A C C E S S  T O  T E C H N O L O G Y  F O R  S E R V I C E  P R O V I D E R S  A N D  N E W C O M E R S  D U R I N G  C O V I D-19
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EXPERIENCE IN ACCESSING ONLINE

COMMUNITY SERVICES

I n  eva lua t i n g  th e i r  exp e r i e n c e s  o f  a c c e s s i n g  o n l i n e

c o m mun i t y  s e rv i c e s ,  5 1%  o f  n ewc o m e r  r e s p o n d e n ts

to  th e  o n l i n e  su rvey  s a i d  i t  wa s  “E a sy ”  c o m p a r e d  to

26%  o f  p h o n e  i n te rv i ewe e s .  S e e  A p p e n d ix  10  (p a g e

37 ) .

L e s s  th a n  5%  o f  o f  n ewc o m e r  r e s p o n d e n ts  to  th e

o n l i n e  su rvey  r a te d  th e i r  exp e r i e n c e  i n  a c c e s s i n g

o n l i n e  s e rv i c e s  a s  “D i f f i cu l t ”  c o m p a r e d  to  37%  o f

p h o n e  i n te rv i ewe e s .  S e e  A p p e n d ix  10 ,  g r a p h  #2

(p a g e  38 ) .

W h e n  a s k e d  a b ou t  th e  c h a l l e n g e s  a n d  b a r r i e r s  th a t

we r e  p r eve n t i n g  th e m  f r o m  a c c e s s i n g  c o m mun i t y

s e rv i c e s  o n l i n e ,  24 . 14%  o f  o n l i n e  su rvey  r e s p o n d e n ts

a n d  1 2%  o f  p h o n e  i n te rv i ewe e s  i n d i c a te d  th ey  h ave  a

c o m pu te r  a t  h o m e ,  bu t  s o m e o n e  e l s e  i n  th e i r  f a m i ly

n e e d s  i t  a t  th e  s a m e  t i m e .  S e e  A p p e n d ix  1 1  (p a g e

38 ) .

2 1%  o f  o n l i n e  r e s p o n d e n ts  a n d  27%  o f  p h o n e

i n te rv i ewe e s  i n d i c a te d  th ey  d o  n o t  h ave  fun c t i o n a l  o r

up d a te d  o p e r a t i n g  s o f twa r e .  S e e  A p p e n d ix  1 1  (p a g e

38 ) .

2 1%  o f  o n l i n e  r e s p o n d e n ts  a n d  19%  o f  p h o n e

i n te rv i ewe e s  a l s o  s a i d  th ey  d o  n o t  h ave  a  fun c t i o n a l

o r  up d a te d  c o m pu te r .  1 7%  o f  o n l i n e  r e s p o n d e n ts

m e n t i o n e d  th e i r  c o m pu te r  e qu i p m e n t  i s  ou td a te d

wh e r e a s  n o  p h o n e  i n te rv i ewe e s  i n d i c a te d  th i s  to  b e

th e  c a s e  f o r  th e m .  S e e  A p p e n d ix  1 1  (p a g e s  38  a n d

39 ) .

H oweve r ,  38%  o f  o n l i n e  su rvey  r e s p o n d e n ts  a n d  27%

o f  p h o n e  i n te rv i ewe e s  a l s o  s e l e c te d  “O th e r ”  wh e n

a s k e d  a b ou t  th e  b a r r i e r s  a n d  c h a l l e n g e s  th ey  f a c e d

i n  a c c e s s i n g  c o m mun i t y  s e rv i c e s  o n l i n e .  S e e

A p p e n d ix  1 1  (p a g e  38 ) .
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I  d o n ’ t  k n ow  wh i c h  s e rv i c e s  a r e  ava i l a b l e ;  I  d o n ’ t  k n ow  h ow  to  a c c e s s  th e

s e rv i c e .

I  d o n ' t  h ave  a c c e s s  to  up d a te s  a b ou t  p r o g r a m s .

I  d o n ’ t  k n ow  h ow  to  c o n ta c t  s ta f f .  

L a n gua g e  b a r r i e r .

L a c k  o f  a d e qua te  c o m pu te r  k n ow l e d g e .

N o  a d e qua te  t i m e .

D i f f i cu l t i e s  us i n g  Z o o m  to  a c c e s s  L I N C  c l a s s ;  [L a n gua g e  c l a s s ]  i s  o n ly  o n e  h ou r

p e r  d ay  a n d  4  d ays  p e r  we e k ,  bu t  I  n e e d  m o r e  b e c aus e  a t  th i s  t i m e  I  a m  n o t

wo r k i n g  s o  I  n e e d  to  d o  s o m e th i n g ,  I  a m  wo r r i e d  a b ou t  m o r e  th i n g s  i n  my  l i f e  s o

I  wa n t  to  b e  [busy ]  to  f o r g e t  my  p r o b l e m .

 S o m e  o f  th e  r e s p o n s e s  c a p t u r e d  un d e r  “O th e r ”  i n c lud e d :  

W h e n  a s k e d  a b ou t  wh a t  sup p o r ts  o r  r e s ou r c e s  h ave  h e l p e d  n ewc o m e r s  a c c e s s

s e rv i c e s  o n l i n e ,  69%  o f  o n l i n e  r e s p o n d e n ts  a n d  62%  o f  p h o n e  i n te rv i ewe e s  s a i d

th ey  h ave  n o t  r e c e ive d  a ny  sup p o r t  a t  a l l .  S e e  A p p e n d ix  1 2  (p a g e  39 ) .

T h o s e  th a t  h a d  r e c e ive d  sup p o r t  m e n t i o n e d  l o a n  d ev i c e  p r o g r a m s ,  f r e e  s e rv i c e s

suc h  a s  c o m mun i t y  h o ts p o ts  a n d  f r e e  pub l i c  W i -F i ,  a n d  c o m mun i t y  sup p o r ts  l i k e  th e

T o r o n to  Pub l i c  L i b r a ry  W i -F i  a n d  s e t t l e m e n t /e m p l oym e n t  a g e n c i e s .  S e e  A p p e n d ix

12  (p a g e  39 ) .

EXPERIENCE IN ACCESSING ONLINE COMMUNITY

SERVICES - CONT. 
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C o m p u t e r  a n d  T e c h n o l o gy  T r a i n i n g  N e e d s

I n te r n e t  b r ows i n g  a n d  h ow  to  b e  m o r e  c o m f o r ta b l e  a n d  n o t  a f r a i d  o f  us i n g

c o m pu te r s  

D i g i ta l  l i te r a cy  

H ow  to  us e  a  c o m pu te r  a n d  h ow  to  a c c e s s  o n l i n e  s e rv i c e s   

U s i n g  e m a i l  

H ow  to  f i l l  ou t  f o r m s  o n l i n e  

H ow  to  d own l o a d  c o n te n t / f i l e s  a n d  h ow  to  us e  s o f twa r e  

U s i n g  s o c i a l  m e d i a  f o r  j o b  s e a r c h  

I n te r m e d i a te  t r a i n i n g  i n  M i c r o s o f t /G o o g l e  a p p l i c a t i o n s  f o r  wo r k  

H ow  to  c o n duc t  v i r t ua l  m e e t i n g s ,  t r a i n i n g s  e tc .  us i n g  o n l i n e  p l a t f o r m s  

H ow  to  n e two r k  o n l i n e  

H ow  to  us e  I n d e e d  a n d  L i n k e d I n  

Z o o m  a n d  h ow  to  p a r t i c i p a te  i n  o n l i n e  we b i n a r s   

H ow  to  us e  M i c r o s o f t  te a m s    

W e b Ex  a n d  o th e r  p l a t f o r m s  to  c o n n e c t  w i th  p e o p l e    

O n l i n e  s o f twa r e  a n d  v i d e o  s h a r i n g  

S e c to r  s p e c i f i c  -  E n g l i s h  l a n gua g e  p r o g r a m s   

W e b  d eve l o p m e n t  a n d  S Q L  c o d i n g   

D i g i ta l  m a r k e t i n g  a n d  g r a p h i c  d e s i g n   

C i t ize n s h i p  te s t  p r e p a r a t i o n   

E n t r e p r e n eu r s h i p  s k i l l s   

A c c oun t i n g  s k i l l s  a n d  l e a d e r s h i p  t r a i n i n g   

H ow  to  m a k e  h a n d  c r a f ts  to  s e l l  o n l i n e    

Hum a n  r i g h ts  a n d  C a n a d i a n  h i s to ry

T h e  m a j o r i t y  o f  b o th  o n l i n e  su rvey  r e s p o n d e n ts  ( 63%)  a n d  p h o n e  i n te rv i ewe e s

( 78%)  i n d i c a te d  th a t  th ey  we r e  i n te r e s te d  i n  r e c e iv i n g  s o m e  t yp e  o f  t r a i n i n g  i n

c o m pu te r s  a n d  o n l i n e  te c h n o l o g i e s .  S o m e  exa m p l e s  o f  th e  t yp e s  o f  t r a i n i n g

n ewc o m e r  r e s p o n d e n ts  we r e  i n te r e s te d  i n  i n c lud e d :  

B a s i c  c o m pute r  t r a i n i n g  

O n l i n e  j o b  s e a r c h  a n d  e m p l oya b i l i ty  s k i l l s  t r a i n i n g  

O n l i n e  m e e t i n g s  a n d  c o l l a b o r a t i o n  p l a t f o r m s  

S p e c i f i c  s k i l l s  t r a i n i n g
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Community agencies continue to adapt to the

challenges and changing circumstances of the

global COVID-19 pandemic by shifting to online

or blended models of service provision.



T h i s  r e p o r t  n o t  o n ly  p r ov i d e s  a  s n a p s h o t  i n  t i m e  o f  th e  e m e r g i n g  a n d  p e r s i s t i n g

n e e d s  a r oun d  a c c e s s  to  te c h n o l o gy  f o r  n ewc o m e r s  a n d  s e rv i c e  p r ov i d e r s

sup p o r t i n g  n ewc o m e r s ,  bu t  a l s o  h i g h l i g h ts  th e i r  s h a r e d  n e e d s  f o r  m o r e

a c c e s s i b l e  s e rv i c e s .

T h e  sud d e n  m ove  to  o n l i n e  s e rv i c e  d e l ive ry  i n  th e  s e t t l e m e n t  s e c to r  h a s  c aus e d

c h a l l e n g e s  f o r  n ewc o m e r  c l i e n ts  a s  we l l  a s  s e rv i c e  p r ov i d e r s .  F r o n t l i n e  s e rv i c e

p r ov i d e r s  h ave  h a d  to  l e a r n  h ow  to  sup p o r t  c l i e n ts  us i n g  va r i ous  o n l i n e

p l a t f o r m s .  I n  s o m e  c a s e s ,  th e r e  h a s  b e e n  i n a d e qua te  t r a i n i n g  to  us e  th e  n ew

te c h n o l o gy  a n d  a  l a c k  o f  p r ov i s i o n  o f  a d e qua te  e qu i p m e n t .  T h e r e  a r e  a l s o

c h a l l e n g e s  i n  p r ov i d i n g  m e a n i n g fu l  a n d  e f f i c i e n t  o n l i n e  sup p o r t  to  c l i e n ts ,

e s p e c i a l ly  th o s e  m o r e  vu l n e r a b l e  o r  l e s s  exp e r i e n c e d  i n  us e  o f  te c h n o l o gy .

A c c o r d i n g  to  s e rv i c e  p r ov i d e r s ,  m a ny  n ewc o m e r  c l i e n ts  h ave  l i m i te d  a c c e s s  to

a p p r o p r i a te  te c h  d ev i c e s  to  m a k e  su f f i c i e n t  us e  o f  o n l i n e  p r o g r a m s  a n d

s e rv i c e s .  I n  a d d i t i o n ,  l a n gua g e  b a r r i e r s  a n d  l i m i te d  d i g i ta l  l i te r a cy  a r e

p r eve n t i n g  s o m e  n ewc o m e r  c l i e n ts  f r o m  a c c e s s i n g  sup p o r ts  th a t  f a c i l i ta te

s e t t l e m e n t .
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PRIORITIES FOR SERVICE

PROVIDERS

F r o n t l i n e  p r ov i d e r s  n e e d  a c c e s s  to  a p p r o p r i a te

e qu i p m e n t  a n d  t i m e ly  I T  sup p o r t  to  s e rve  th e i r

c l i e n ts .

F r o n t l i n e  wo r k e r s  n e e d  su f f i c i e n t  c o m p e n s a t i o n  f o r

th e  c o s ts  o f  p r ov i d i n g  s e rv i c e s  r e m o te ly  f r o m  h o m e .

S e rv i c e  P r ov i d e r s  n e e d  a c c e s s  to  i n te r p r e ta t i o n  a n d

t r a n s l a t i o n  s e rv i c e s  to  f a c i l i ta te  s e rv i n g  c l i e n ts

r e m o te ly .

S e rv i c e  P r ov i d e r s  n e e d  to  ta k e  i n to  a c c oun t  th e

ex t r a  t i m e  (a n d  e f f o r t )  r e qu i r e d  o f  f r o n t l i n e  s ta f f  to

s e rve  c l i e n ts  r e m o te ly .

F r o n t l i n e  s ta f f  n e e d  sup p o r t  to  d e a l  w i th  a d d e d

s t r e s s  a n d  a nx i e t y .

PRIORITIES FOR NEWCOMERS

N ewc o m e r s  n e e d  a c c e s s  to  a f f o r d a b l e  a n d  a d e qua te

te c h n o l o gy  d ev i c e s  to  b e  a b l e  to  p a r t i c i p a te  i n

o n l i n e  p r o g r a m s  a n d  s e rv i c e s .

N ewc o m e r s  n e e d  a c c e s s  to  a f f o r d a b l e  a n d  r e l i a b l e

i n te r n e t  s e rv i c e .

C l i e n ts  w i th  l i m i te d  l i te r a cy  a n d  l a n gua g e  s k i l l s  n e e d

ex t r a  sup p o r t  to  n av i g a te  s e t t l e m e n t  p r o c e s s e s .

N ewc o m e r s  n e e d  c o m pu te r / te c h n o l o gy  t r a i n i n g  f o r

te c h  d ev i c e s  a n d  th e  va r i ous  p r o g r a m s  r e qu i r e d  to

e n g a g e  i n  o n l i n e  s e rv i c e  d e l ive ry .
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A c c e s s  to  i n te r n e t /s ta b l e  i n te r n e t .  

A c c e s s  to  fun c t i o n a l  te c h n o l o g i c a l

e qu i p m e n t  a n d  d ev i c e s  th a t  a r e

c o m p a t i b l e  w i th  v i r t ua l  p l a t f o r m s  a n d

s o f twa r e .

I n c r e a s e d  d i g i ta l  l i te r a cy .

O n e  p r eva l e n t  th e m e  th a t  e m e r g e d  f r o m

th e s e  su rveys  i s  th e  n e e d  f o r  i n c r e a s e d

a c c e s s  to  te c h n o l o g i c a l  d ev i c e s  a n d  f a s t

i n te r n e t  f o r  b o th  n ewc o m e r s  a n d  s e rv i c e

p r ov i d e r s  a s  c o m mun i t y  p r o g r a m m i n g  a n d

s e rv i c e s  s h i f t  to  o n l i n e  o r  b l e n d e d  m o d e l s .

A m o n g  th e s e  n e e d s  a r e :

W h e n  a s k e d  to  i d e n t i fy  th e  “b e s t ”

te c h n o l o gy  o p t i o n  f o r  c l i e n ts  to  a c c e s s

s e rv i c e s ,  s e rv i c e  p r ov i d e r s  i n d i c a te d  th ey

b e l i eve d  i t  wa s  by  th e  t r a d i t i o n a l  m e th o d s

o f  p h o n e  f o l l owe d  by  e m a i l .  S e e  A p p e n d ix

3  (p a g e  32 ) .

T h i s  n o t  o n ly  i n d i c a te s  th a t  s e rv i c e

p r ov i d e r s  a r e  awa r e  th a t  b a r r i e r s  i n

te c h n o l o g i c a l  a c c e s s i b i l i t y  ex i s t  a m o n g

n ewc o m e r s ,  bu t  m i g h t  b e  a  p o s s i b l e  c lue

th a t  s e rv i c e  p r ov i d e r s  th e m s e lve s  a r e  n o t

c o m f o r ta b l e  us i n g  n ewe r  p l a t f o r m s  a n d

te c h n o l o gy .  

D i g i ta l  l i te r a cy  wa s  a  p e r s i s te n t  th e m e

a m o n g  b o th  s e rv i c e  p r ov i d e r s  a n d

n ewc o m e r s  th e m s e lve s .  A  to p  p r i o r i t y

i d e n t i f i e d  by  n ewc o m e r s  i n  b o th  th e  o n l i n e

su rvey  a n d  th e  i n te rv i ews  wa s  a n  i n te r e s t

i n  i m p r ov i n g  th e i r  d i g i ta l  l i te r a cy  s k i l l s  by

r e c e iv i n g  c o m pu te r  a n d  o n l i n e  te c h n o l o gy

t r a i n i n g .  (S e e  A p p e n d ix  13 ,  p a g e  40 ) .

N ewc o m e r s  a r e  i n te r e s te d  i n  a c c e s s i n g

r e m o te  c o m mun i t y  s e rv i c e s ,  bu t  s o m e  d o

n o t  f e e l  c o m f o r ta b l e  a r oun d  te c h n o l o gy

a n d  o th e r s  l a c k  th e  d i g i ta l  s k i l l s  to

n av i g a te  o n l i n e  sup p o r ts  e f f e c t ive ly .

A n o th e r  to p  p r i o r i t y  i d e n t i f i e d  by

r e s p o n d e n ts  wa s  th e  n e e d  to  r e duc e

ex i s t i n g  b a r r i e r s  th a t  m a k e  a c c e s s i n g

o n l i n e  s e rv i c e s  m o r e  d i f f i cu l t  (e .g .

E n g l i s h  l a n gua g e  b a r r i e r s  a n d  l a c k  o f

te c h  sup p o r t ) .R e s p o n d e n ts  n o te d  th a t

due  to  th e s e  b a r r i e r s ,  th e i r  a b i l i t y  to

a c c e s s  r e m o te  s e rv i c e s  wa s  l i m i te d .

S o m e  r e s p o n d e n ts  s h a r e d  th a t  v i r t ua l

p l a t f o r m s  fun c t i o n a l i t y  i s  l i m i te d  i n

s o m e  o n l i n e  L I N C  c l a s s e s ,  wh i c h

a f f e c ts  th e i r  l e a r n i n g  exp e r i e n c e  a n d

m o t iva t i o n  to  c o n t i nue  a t te n d i n g

v i r t ua l  c l a s s e s .



B o th  n ewc o m e r  r e s p o n d e n ts  a n d  s e rv i c e

p r ov i d e r s ,  w i th  s o m e  va r i a t i o n ,  i n d i c a te d

c o n c e r n s  a r oun d  p r iva cy  a n d  s e cu r i t y

w i th  r e g a r d s  to  a c c e s s i n g  o r  d e l ive r i n g

o n l i n e  s e rv i c e s  a n d  p r o g r a m m i n g .

P r iva cy  i s  d i f f i cu l t  wh e n  c l i e n ts  a r e

a c c e s s i n g  s e rv i c e s  r e m o te ly  f r o m  th e i r

h o m e s  o r  c o n g r e g a te  h ous i n g ,  a

c h a l l e n g e  a l s o  f a c e d  by  s e rv i c e

p r ov i d e r s  wh o  a r e  o f te n  d e l ive r i n g

p r o g r a m m i n g  f r o m  s i m i l a r  s e t t i n g s .

S e cu r i t y  c o n c e r n s  a r e  a l s o  p r eva l e n t

a m o n g  n ewc o m e r  c l i e n ts  wh e n  s h a r i n g

th e i r  p e r s o n a l  i n f o r m a t i o n  o n l i n e ,  a n

i s sue  exa c e r b a te d  by  va ry i n g  d i g i ta l

l i te r a cy  s k i l l s  a n d  c o m f o r t  n av i g a t i n g  th e

i n te r n e t .

N ewc o m e r  wo m e n  exp e r i e n c i n g  o r  wh o

a r e  a t  r i s k  o f  exp e r i e n c i n g  g e n d e r -

b a s e d  v i o l e n c e  (G B V )  a r e  p a r t i cu l a r ly

f e e l i n g  th e  b run t  o f  p r iva cy  a n d  s e cu r i t y

c o n c e r n s  r e l a te d  to  o n l i n e  s e rv i c e s .  A s  a

r e su l t ,  th ey  m ay  n o t  b e  a b l e  to  s a f e ly

a c c e s s  l i f e -s av i n g  d i g i ta l  to o l s  a n d

o n l i n e  sup p o r ts  du r i n g  th e  p a n d e m i c .

F o r  s e rv i c e  p r ov i d e r s ,  s e cu r i t y  c o n c e r n s

i nvo lve  n e e d i n g  to  a c c e s s  a n d  s to r e

c o n f i d e n t i a l  c l i e n t  a n d  o r g a n iza t i o n a l

f i l e s  us i n g  c l oud  s e rve r s  a n d /o r

p e r s o n a l  c o m pu te r s .

S e rv i c e  p r ov i d e r s  e s t i m a te d  th a t  m o s t

c l i e n ts  h ave  a c c e s s  to  a  d ev i c e .

H oweve r ,  i n  th e  d a ta  c o l l e c te d  f r o m  th e

p h o n e  i n te rv i ews  w i th  n ewc o m e r s ,  63%

s a i d  th ey  h a d  r e gu l a r  a c c e s s  to  a

s m a r tp h o n e  a n d  o n ly  43%  s a i d  th ey  h a d

a c c e s s  to  a  l a p to p .  S e e  A p p e n d ix  8

(p a g e  36 ) .  

A d d i t i o n a l ly ,  5 1%  o f  n ewc o m e r

r e s p o n d e n ts  to  th e  o n l i n e  su rvey  s a i d

th e i r  exp e r i e n c e  a c c e s s i n g  o n l i n e

s e rv i c e s  wa s  “E a sy ”  c o m p a r e d  to  26%

o f  p h o n e  i n te rv i ewe e s .  S e e  A p p e n d ix  10

(p a g e s  37  a n d  38 ) .  

I t ’s  c l e a r  b a s e d  o n  th e s e  f i n d i n g s  th a t  a

d i g i ta l  d iv i d e  ex i s ts  b e twe e n  n ewc o m e r s

wh o  a r e  cu r r e n t ly  a c c e s s i n g  o n l i n e

p r o g r a m s  a n d  s e rv i c e s  a n d  th o s e  wh o

a r e  n ow  un c o n n e c te d  o r  un a b l e  to

c o n n e c t  w i th  s e rv i c e  p r ov i d e r s .
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d i s c u s s i o n  a n d  f i n d i n g s  -  C o n t .  

O th e r  r e s p o n d e n ts  n o te d  th e r e  i s  a  h i g h

n e e d  to  a c c e s s  v i d e o s  a n d  r e s ou r c e s  ( i n

va r i ous  l a n gua g e s )  th a t  c a n  h e l p

n ewc o m e r s  n av i g a te  c o m m o n ly  us e d

p l a t f o r m s  suc h  a s  Z o o m  a n d  M i c r o s o f t

T e a m s  a n d  s o lve  b a s i c  c o m pu te r

t r oub l e s h o o t i n g  i s sue s .  

T h e  d a ta  c o l l e c te d  th r oug h  th e s e

su rveys ,  p a r t i cu l a r ly  th e  o n l i n e  a n d

p h o n e  n ewc o m e r  r e s p o n s e s ,  a l s o

h i g h l i g h ts  th e  p e r s i s t i n g  d i g i ta l  d iv i d e

b e twe e n  n ewc o m e r s  a b l e  to  a c c e s s

o n l i n e  s e rv i c e s  r e l a t ive ly  e a s i ly  a n d

th o s e  wh o  c a n n o t .   



The information gathered in this report highlights 

the importance of bringing together various

stakeholders to identify best practices around

access to technology challenges and strategize

how best to effect systemic change.

POLICY
RECOMMENDATIONS

Access to technology report for service providers and newcomers during COVID-19 
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T h e  “A c c e s s  to  T e c h n o l o gy ”

su rveys  g e n e r a te d  s eve r a l  i d e a s

f r o m  s e c to r  s ta f f  a n d  n ewc o m e r s

o n  h ow  to  a d d r e s s  te c h n o l o gy

n e e d s ,  th e  d i g i ta l  d iv i d e  a n d

sup p o r t  th e  m o s t  vu l n e r a b l e

n ewc o m e r s .

T h e  i n f o r m a t i o n  g a th e r e d  i n  th i s

r e p o r t  h i g h l i g h ts  th e  i m p o r ta n c e

o f  b r i n g i n g  to g e th e r  va r i ous

s ta k e h o l d e r s  to  i d e n t i fy  b e s t

p r a c t i c e s  a r oun d  a c c e s s  to

te c h n o l o gy  c h a l l e n g e s  a n d

s t r a te g ize  h ow  b e s t  to  e f f e c t

sys te m i c  c h a n g e .  

"T H E R E  I S  A  N E E D  T O

I D E N T I F Y  B E S T  P R A C T I C E S

A R O U N D  A C C E S S  T O

T E C H N O L O G Y  C H A L L E N G E S

A N D  W A Y S  F O R W A R D  T H A T

L E A D  T O  S Y S T E M I C

C H A N G E S . "
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Increase Access to Devices

All  levels of Government should step up to

provide increased accessibility to devices and

leverage companies to donate more devices.

Funders should support organizations wishing to

purchase devices which can be loaned to clients. 

NGOs and funders should work to expand

existing device lending programs to meet device

shortages as a stop-gap measure.

NGOs and private organizations should

implement "Device Drive" campaigns to pool

donated software and technology resources for

Canadian charities, nonprofits and libraries.

Ensure Access to

Affordable, Reliable and

Quality Internet

Federal Government should  work to

ensure increased accessibility to affordable

internet.

Federal Government must regulate Internet

Service Providers to address the issue of

high internet cost and require them to

provide a basic amount of bandwidth to all

Canadians.

Provide Digital Literacy Training:

for SPOs and Newcomers

The City of Toronto should lead an advocacy

campaign in collaboration with the Toronto Public

Library (TPL) to increase awareness of the existing

Digital Divide that affects newcomers and

Canadians.  

Organizations should provide ongoing Digital

Literacy training for sector staff and newcomers.

Volunteers could be recruited and engaged to

deliver webinars and training on digital literacy.

Organizations that support adults in building their

digital literacy skills and becoming confident in

using technology should develop the training

curriculum. (E.g. TechServeTO, ABC Life Literacy

Canada).

priorities
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C r e a te  a  D i g i ta l  L i te r a cy  T r a i n i n g  R o a d m a p  f o r  S e rv i c e  P r ov i d e r s

th a t  i n c lud e s  wh a t  t yp e  o f  t r a i n i n g  th ey  m ay  p r ov i d e  to  s ta f f  a n d

why .

C h a n g e s  i n  fun d i n g  m o d e l s :  e n g a g e  fun d e r s ,  i .e .  I R C C ,  to  c o n s i d e r

th e  n ew  c o n tex t  o f  th e  p a n d e m i c  a n d  n ewc o m e r s '  n e e d s  to  a c c e s s

qua l i t y ,  up - to -d a te  d ev i c e s .  N ew  fun d i n g  m o d e l s  c a n  i n c lud e

sub s i d i e s  f o r :

E qu i p m e n t  (e .g .  l a p to p / ta b l e t )  f o r  n ewc o m e r s  wh o  d o  n o t

own  a  d ev i c e  a n d  n e e d  i t  to  a c c e s s  p r o g r a m s  o r  sup p o r ts .

H e l p  w i th  th e  c o s t  o f  i n te r n e t  o n  a  m o n th ly  b a s i s  ( f o r  th e

du r a t i o n  o f  th e  p r o g r a m  a  n ewc o m e r  i s  p a r t i c i p a t i n g  i n ) .

E n g a g e  th e  C i t y  o f  T o r o n to  ( th r oug h  T N O -T h e  N ewc o m e r  O f f i c e )  to

bu i l d  o n  ex i s t i n g  wo r k  to  p r ov i d e  m o r e  r e s i d e n ts  w i th  f r e e  a n d /o r

sub s i d ize d  i n te r n e t .

Mu l t i -s e c to r a l  a p p r o a c h  a n d  c o l l a b o r a t i o n :  e n g a g e  w i th  I n te r n e t

S e rv i c e  P r ov i d e r s  (R o g e r s ,  T e lus  a n d  B e l l )  to  f i n d  s o lu t i o n s  th a t  c a n

r e duc e  th e  D i g i ta l  D iv i d e  a n d  p r ov i d e  a f f o r d a b l e  i n te r n e t  a c c e s s  to

a l l  C a n a d i a n s .

I n  a d d i t i o n  to  th e  p r i o r i t i e s  e num e r a te d  a b ove ,  th e  f o l l ow i n g  a r e  th e

P o l i cy  R e c o m m e n d a t i o n s  d eve l o p e d  by  th e  Sys te m i c  I s sue s  a n d  S o c i a l

C h a n g e  wo r k i n g  g r oup  (S I S C  W G )  b a s e d  o n  d a ta  c o l l e c te d  th r oug h  th e

"A c c e s s  to  T e c h n o l o gy "  su rveys  f o r  S e rv i c e  P r ov i d e r s  a n d  N ewc o m e r s

to  C a n a d a  du r i n g  th e  C O V I D - 19  p a n d e m i c :

 

 

policy recommendations



c o n c l u s i o n

T h e  C ov i d - 19  p a n d e m i c  h a s  g r e a t ly

i m p a c te d  th e  l ive s  o f  vu l n e r a b l e

n ewc o m e r s  a n d  th e i r  a c c e s s  to  s e rv i c e s

a n d  sup p o r ts .  H oweve r ,  th e s e

un p r e c e d e n te d  t i m e s  a l s o  r e p r e s e n t  a n

o p p o r t un i t y  f o r  t r a n s f o r m a t ive  c h a n g e  o f

th e  ex i s te n t  d i g i ta l  d iv i d e  a n d  a c c e s s  to

te c h n o l o gy  w i th i n  C a n a d i a n  s o c i e t y .  Ou r

su rveys '  f i n d i n g s  a n d  d a ta  a t te s t  to  th e

f a c t  th a t  a c c e s s  to  te c h n o l o gy  c a n  n o

l o n g e r  b e  th oug h t  o f  a s  a  p r iv i l e g e  bu t

mus t  b e c o m e  a  fun d a m e n ta l  r i g h t  f o r  a l l

p e r s o n s  r e s i d i n g  i n  C a n a d a .

C a n a d i a n  c o n sum e r s  cu r r e n t ly  b e a r

s o m e  o f  th e  h i g h e s t  i n te r n e t  c o s ts  i n  th e

wo r l d .  Due  to  th e  i n a b i l i t y  to  p ay  th e s e

h i g h  c o s ts  f o r  b a n dw i d th  a n d  d a ta ,  l ow-

i n c o m e  n ewc o m e r s  a r e  f i n d i n g  i t

ex t r e m e ly  d i f f i cu l t  to  a c c e s s  th e  w i d e

r a n g e  o f  d i g i t ize d / r e m o te  e s s e n t i a l

s e rv i c e s  a n d  r e s ou r c e s  n e e d e d  to

n av i g a te  th e s e  un p r e c e d e n te d  t i m e s .

T h i s  pu ts  suc h  n ewc o m e r s  a t  a  g r ave

d i s a dva n ta g e  wh e n  a c c e s s i n g  c r i t i c a l

e duc a t i o n ,  e m p l oym e n t ,  s o c i a l ,  l e g a l ,

f i n a n c i a l ,  m e d i c a l  a n d  m e n ta l  h e a l th

sup p o r ts .

T h e  c o n s i d e r a t i o n  h e r e  i s  th a t  ove r  t i m e

n ewc o m e r s  m ay  exp e r i e n c e  d e c r e a s e d

fun c t i o n i n g  i n  th e s e  a r e a s ,  exa c e r b a t i n g

p r e -ex i s t i n g  C a n a d a -w i d e  i n e qua l i t i e s .

I n  a d d i t i o n ,  s o m e  n ewc o m e r s  a r e  n o t

f a m i l i a r  a n d  c o m f o r ta b l e  us i n g  va r i ous

te c h n o l o g i e s ,  a n d  n e e d  a d d i t i o n a l

sup p o r ts  i n  o r d e r  to  d o  s o  e f f e c t ive ly .  

Page 28
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This in turn affects the capacity and time management of settlement and other service providers

who serve newcomers with low digital literacy. These service providers are finding it difficult to

select appropriate, creative and equitable approaches to digital literacy training and other types of

courses and supports.

Newcomers are also faced with the additional stress of accessing devices. There are organizations

that are attempting to address this need (for example, the Toronto Public Library is providing

internet hotspots and donating computers with limited bandwidth for internet access.)

Unfortunately, the demand is much greater than the current supply.

Newcomer adults are therefore in competition with their children over scarce devices, particularly in

situations where multiple members are trying to engage learning environments. Gender inequality

and hierarchical structures within families also prevent some family members (e.g. women and

children) from accessing devices and online supports.

The Systemic Issues and Social Change working group has laid the groundwork of identifying key

issues, priorities, barriers and needs around access to technology for the sector and newcomers. It

has laid a roadmap for policy recommendations that could support better access to technology for

service providers, newcomers and all Canadians.

It is our hope that others will join these efforts in order to lessen the inequalities in Canadian society

that have been exacerbated by the digital divide.

c o n c l u s i o n  -  c o n t .
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Appendix A

Responses to Service
Providers Survey



Appendix 1:  Question 6

"Do you offer any assistance to help your clients access your online programs or

services during Covid-19? (Check all that apply.)"

Appendix 2:   Question 7

 "What are some of the specific barriers or technology needs of newcomers to

access various social and health services?" (Open ended question)
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Appendix 3:  Question 8

"What are the best technology options for newcomers to access services? Please

prioritize as follows: 1 being the most important and 5 the least important."

Appendix 4:  Question 9 

 "What are your needs to provide online services for clients? (Check all that apply)"
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Appendix 5:  Question 10
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Appendix 4:  Question 9 (Graph #2)



Appendix 7:  Question 12

"Please let us know if you are a:  Frontline Practioner, Coordinator or Manager, Executive Director"
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Appendix 6:  Question 11 
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Appendix B

Responses to Newcomer
Surveys
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Appendix 8:  Question 2

"Do you have regular access to the following technology? (Please check all that apply)"
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Appendix 9:  Question 3

"Are you currently accessing community services online (remotely) such as employment, language,

housing, settlement services, etc.?"

 

Appendix 10:  Question 4

"How have you found your experience accessing community services online?"
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Appendix 10:  Question 4 (Graph #2)

"How have you found your experience accessing community services online?"

 

Appendix 11:  Question 6

"If you are not accessing community services online, what challenges or barriers are you

experiencing? (Please check all that apply)"
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Appendix 11:  Question 6 (Graph #2)

"If you are not accessing community services online, what challenges or barriers are you

experiencing? (Please check all that apply)"

 

Appendix 12:  Question 9

"Are there any supports or resources that have helped you access services online (remotely)?

(E.g. Toronto Public Library Wi-Fi; community hot spots, loan device program, etc.) List any:"

 



Appendix 13:  Question 10

"Are you interested in receiving training in computer and online technology?"

 

Appendix 14:  Question 12

"What is your Age?"
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Toronto South Local Immigration Partnership (TSLIP)

Toronto North Local Immigration Partnership (TNLIP)

Toronto West Local Immigration Partnership (TWLIP)

Toronto East Quadrant Local Immigration Partnership (TEQ LIP)

CARE Centre for Internationally Educated Nurses

Hospitality Workers Training Centre (HWTC)

Job Start

JVS Toronto

Madison Community Services

Toronto Newcomer Office (TNO)

Toronto District School Board (TDSB)

This report was developed by representatives of the following organizations:
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G o t  a ny

Q u e s t i o n s?

I F  YOU  HAVE  QUESTIONS  ABOUT  THIS  REPORT

OR  WOULD  L IKE  TO  KNOW  ABOUT  THE  NEXT

STEPS  OF  THIS  PROJECT ,  PLEASE  CONTACT

ADRIANA  PENA  AT

COMMUNICATIONS@TORONTOLIP .COM

ACCESS  TO  TECHNOLOGY  

FOR  SERVICE  PROVIDERS  AND  NEWCOMERS  DURING

COVID - 19

TORONTO  SOUTH  LOCAL

IMMIGRATION  PARTNERSHIP

NOVEMBER  2020


