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Newcomer Need Assessment Survey - Scarborough

Background

The COVID-19 pandemic that hit Canada in March 2020 affected all the Canadians,
businesses, government sector, private sector and settlement services sector. While all the
sectors were affected during the unprecedented time, the settlement services sector is affected
unequally.

Pandemic preventive measures taken by all three levels of government led to major shutdowns
and a significant impact on our community and stakeholders, immigration, the way services are
delivered and on society overall. The settlement sector had to find alternate approached to
serve their clients uninterruptedly in continuously changing environment. Organizations started
shifting from in-person to a virtual and remote service delivery and online communication.

However, the modified service delivery approaches faced new challenges where access to
technology joined the list of existing barriers to access services. Limited access to devices,
limited data and lack on knowledge to use the technology made it harder for many newcomers
to access the services that they received in-person before pandemic.

Access to Current and Relevant Information Action Group determined to conduct a needs
assessment survey in Scarborough to assess how the pandemic has impacted the access to
programs and services among newcomers who have limited access to technology and how
digital literacy affects access to services.

Objective:

The objective of the survey is to assess how has pandemic impacted access to services among
newcomer who have limited access to technology and how digital literacy affect service
accessibility.

Expected outcomes:

* Have better understanding on how online/remote services affected newcomer
engagement and modify the programs accordingly.

+ Have better understanding on improvement in digital literacy among new immigrants.
* Find ways to encourage clients to attend programs/ classes

« Improve outreach strategy



Target Population:

Newcomers to Scarborough who have arrived within 5 years in Canada. (PR, refugees, refugee
claimants, international students, Work permit). The specific target group is newcomers who
have limited access and no access to online services. The research team also decided to
ensure diversity in terms of age, gender and ethnic background during data collection.

Methodology:

The survey tool was developed by a small working group made of members from the Access to
Current and Relevant Action Group. The working group decided to use a survey tool
(questionnaire) in order to collect the data in structured way so that data analysis including
correlation analysis would be possible.

The draft tool was reviewed by the Partnership Council and Action Group members and revised
as per the suggestions made by both bodies. Finalized survey tool was reviewed by the TCDSB
Adult teaching staff to simplify the language used in the document. (See appendix 2)

Due to the Pandemic, the survey committee decided to do an online survey to collect the data.
However, the committee also decided to collect data for some client in-person where some
organizations are providing services to client in person during fall season of 2021.

The survey was conducted from September to October 2021 online and there were nine in-
person data well also collected. There was a total of 106 data collected during the data
collection period.

Limitations of the study

As the team had to conducted survey due pandemic safety guidance, the team was not able to
control the representation of age group, gender and other demographic parameters.

The survey was not translated into different languages due to resource and time limitation.
Some participants might have responded to some questions better if they had the chance to
have the survey in their first language.

As the survey was conducted online, team wasn’t able to make sure that each participant
answering all the answers. There were number of questions left unanswered in the survey
which was a barrier in getting complete responses from all the interviewees.



Research Findings:
Demographic information of the respondents

Age and Gender

The majority of the respondents among were in the age group of 25-34 years (38%), followed by
the age group of age group of 35-44 years. There were 21 percent of the respondents in the
age group of 45 -54 years and 9 percent of the respondents were over 55 years. There were no
respondents participated in the survey in the age group of 18 — 24 years.

Though we expected equal male, female representation in the sample, we had very little control
over who is filling the survey. As a result, 90 percent of the respondents were females and only
9 % were male in the total sample population. There was 1% of respondents didn’t want to
identify their gender.

3% 2%

W<18 Yrs

W 25-34 Yrs
W 35-44 Yrs
@ 45-54 Yrs

W 55-64 Yrs
065+ Yrs
E Male @EFemale @O Other

Image 1: Age group of the respondents Image 2: Gender of the respondents

Duration of Living in Canada and their status

Among the respondents, majority (74.8%) of
the them have been living in Canada less
than five years. A quarter of the respondents
have been living more than five years in
Canada.

On the other hand, 86.5% respondents are
permanent residents and only a 10.4% are M Less than 5 Yrs E More than 5 Yrs
Canadian citizen. The data shows that 62

percent of the respondents who have been live

) i _ Image 3: Length time period living in Canada
more than five are still permanent residents.



There were 3 percent of the respondents stated that they are conventional refugees.
Immigration Status

Among the respondents, majority of
the respondents were permanent

100% residents (86.5%). There were 10.4%
80% Canadian citizens and 3%
60% 86.5% conventional refugees in the total
sample size.
40% 10.4% P

3.1%

20%
a
0%
Permanent Canadian  Conventional
Resident Citizen Refugee

Image 04: Immigration status of the respondents

Country of Origin (Regions)

Among the respondents, 41

percent of them are South Asians, W South Asia
20% are from Middle East. It was B Middle East
followed by East Asian (18%) and .

@ East Asia

African (7.8%).

O African Countries
Rest of the respondents have

migrated from Central America,
Europe and South America (Each
4.4%). The respondents speaking
32 different languages as their first
language.

W Central America
M Europe
W South America

Image 05: Country of origin of the respondents
Household Income

As per the responses, majority of
475,000 - $99,999 '2% the falls under lower income

category (36%) and 1/5 of them
$50,000 - $74,999 -6% have the income level between

— . $30,000 - $50,000. There was
530,000 - 549,999 21% only 8% of the respondents had

other hand, 34% preferred not to

preternottosey (RN« response to this question

0% 10% 20% 30% 40%

Image 06: Household income level of the respondents



Education level of the respondents

48%

University degree

College or other non-university diploma
Registered apprenticeship or Trade certificate
25%

Secondary school diploma or certificate

Elementary education

No Education 4%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Image 7: Education level of the respondents

Among the respondents, nearly half of the respondents (48%) have a university degree. There
were 25% of the respondents have secondary school diploma or certificate. There were 4% of
the respondents have no education at all and 9% of the respondents have elementary
education.

Language Skills

Among the respondents, 22% of them have
advance level language skills in English where as
30% of the respondents are beginners. Another
47% of the participants are at intermediate level in
English.

Among those have trade certificate, diploma or
degree, 38% of them have advanced level English
skill and 48% of them are at intermediate level
skills.

EBeginner @lIntermediate @ Advanced

Image 8: English Language skills of the respondents

Among the total respondents, 84% of them
are at beginner level in French language
followed by 11% of them have
intermediate level language skills. There
were only five percent of the respondents
are at advance level in French.

EBeginner ®Intermediate @ Advanced

Image 9: French Language of the respondents



Accessing Settlement Services in Scarborough

WYes ENo

Among the respondents, 70 percent of
them have stated that they are either living
or access services in Scarborough. On the
other hand, 30 % of the respondents
indicated that they are neither living nor
accessing services in Scarborough.

Image 10: Percentage of respondents accessing services in

Scarborough and elsewhere

Access to Devices and Data

Accessing settlement services remotely is highly influenced by computer skills of the clients,
access to suitable devices and data. In this section, we are presenting the data in this section.

Computer skills

M Beginner  mIntermediate  ® Advanced

Image 11: Skills level of respondents in using computers

Access to Devices

Among the respondents, 16% of them
have advanced skills in using computers
whereas 36% of the respondents are at
beginners’ level. Nearly half them (48%)
are at intermediate level. The data
indicates that 64 % of the respondents
have good skills in using computers to
access the services remotely.

Among the respondents, 18% of 70% 60% 61%

them mentioned that they have 60%

access to desktop and 60% of them 50%

have access to a laptop. While 18% 40%

of them have access to Tablet and 30% 18% 18% 13%

10%

61% have access to smartphone. 20% ' '

There were 13% of the have no

: 0%
access to any devices.
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Among those members have access B A
to any devices, 10 % of the have
access to all four types of devices. Image 12: Access to different devices to access services



48 % of the respondents have access to smartphone and laptop. There were 20 % of the
respondents have access to laptop only. There were 2% of them have access to desktop only
and 4% of the have access to tablet only. Number of respondents have access to smart phone
only is 21%.

Number of Household members

Among the respondents, average
number of adults is 2.5 and children was ~ 3q¢, 26%
1.2. there were 48% of the respondents

: 25% 3% 22%
do not have children under 18 years old.
20%
15% 11% 9%
As per the data, 26% of the respondents 10% 7%
are two members household units, 23% 5% ' 3%
of them are three members household -
3 4 5 6 >6

units and 22% are four members units. 0%

There are 12% of the respondents have

6 or more members in their family. It Image 13: Number of household members in the family
was also noticed that 7% of the total

respondents are living alone.

1 2

Number of devices

In response to another question, 35%

27% of them have only one device 35%

and 35% of the respondents have 309 ~ 27%

two devices. 255

There were 17% of them have 3 20% 17%

devices with them and 12% have 4 15% 12%

devices. A total of 8% of the 10% .

respondents have 5 or more devices 0 2% 2%

with them. 5% : 1%

a e

0%

When compare the number c_>f 1 ) 3 4 5 6 >6

households and number devices at

home, when there were a greater Image 14: Number of devices in possession of the respondents

number of household members,
they have a smaller number of devices. It can be a result of income level and some factors
which are not captured by the survey.



According to the data, 38% of the respondents
mentioned that they don’t have to share any
devices with anyone else in the house. Another
37% mentioned that they always have to share
the devices with someone in the family whereas
25% of the respondents share the devices
sometimes.

B Yes, always M Yes, sometimes ENo

Image 15: Sharing devices with someone in the family

Accessing Services, Programs and Challenges

Types of Programs and services are being accessed

Among the total respondents, 54% mentioned that they are accessing programs and services in
Scarborough and others do not currently accessing any programs or services.

4%
Other (please specify) - >
o A %
Financial support
o
General health or mental health support —
9%
Legal support services !
Settlement services - PR, Citizenship related —
11%
Housing support services ?
. . A 119
Education support for your children
O o
Employment support
A 1o

Food bank
Adult Education & Skill training

A 30%
A 5%

0% 5% 10% 15% 20% 25% 30% 35%

Language training program

Image 16: Types of services accessed by respondents during pandemic

As indicated the above diagram, majority of the respondents have been accessing language
programs (32%) and Adult Education & Skill training programs (30%). It was followed by
accessing food bank services (19%). Equal number of respondents (11%) indicated that they
have accessed employment support programs, education support for children, housing support
and PR, citizenship application and other settlement services. A smaller number of respondents
mentioned that they have accessed legal support services, general/ mental health support and
financial support services.



Challenges in Accessing settlement services

The respondents have also indicated the challenges they are facing in accessing services
remotely. The respondents were allowed to choose more than one reasons and the results are
displayed in the image 17 shows the results from the data analysis.

As per the responses, limited access to internet data (33%) is top reason, which is followed by
bad or unstable internet connection (25%). Lack of quiet and private space to work (25%) is
another top reason made the respondents hard to access services online. A 21% of the
respondents indicated that they have to share the device with someone else in the household
and 15% of the respondents indicated that they don’t have a suitable device to access online
services.

-

Others

No Issues 11%

I am not comfortable participating in video classes 11%

I don’t have access to a headset with a microphone 13%

| don’t have a suitable device 15%

21%

| have to share the device with someone else

I have a bad/unstable internet connection 25%

I don’t have a quiet and private space to work 25%

| have limited internet data 33%

0% 5% 10% 15% 20% 25% 30% 35%

Image 17: Challenges in accessing online services

At least a 11% of the respondents mentioned that they were not comfortable in participating in
virtual classes with video option. A very small sample of respondents mentioned that they are
busy at work and others mentioned that their device is too old to use for this purpose.

Support provided by Agencies who lend devices and data

There were number of organizations offered devices, especially laptops and tablets to use
during pandemic on a free loan so that clients with low income would be able to use the them to
access online services. Similarly, some organization including Toronto Public Library provided
data key to access internet.

=

0



However, many clients in Scarborough were
not aware of these services or didn’t use this
service. There were 56% of the respondents
heard about this service. Majority of them
(33%) heard about this service through their
friends and 29% of them heard about it from
settlement workers or their teachers. There
were a 14% of the respondents heard about
this service from a promotional flyer while
WYes MNo 10% said they heard about it from someone
they know.

Image 18: Respondents used device & data support

There were small number of respondents (6%) mentioned that they heard about this service
from their children’s school.

Among the total number of respondents, only 18% had access to devices or data during this
time. Among those who had access to devices or data, 77% of them mentioned that they had
access to wifi hotspot and 23% has access to loan device.

Mode of access of services and frequency

20%
21%

In-person

Phone call 41%

54%

Email and text

Virtual/ video

call 48%

0% 10% 20% 30% 40% 50% 60%
B More Frequently used method B Mode of access to services

Image 19: Mode of accessing services and Frequency of using different methods

Among the respondents, majority of them (48%) mentioned that they use virtual/video calls to
connect with service provider organization and access services. During the survey period, only
21% accessed services in-person. While 47% of the respondents mentioned that they used
email and text to communicate and stay connected with frontline workers. 41% of the
respondents have mentioned that they used phone calls to get support from service provider
organizations.

Though the respondents mentioned that they used virtual/ video called the most, they have
used email/text more often than the virtual calls.

11



Help needed to access online services

Among the respondents, 57% of them
indicated that they didn’t need any
assistance from their family members
or friends to access services remotely.
However, 30% of the respondents
mentioned that they needed help all
the time and 11% mentioned that they
needed help sometimes and 2%
mentioned that the asked someone’s

help first time only. HYes

Sometimes M First time

Image 20: Respondents needed help to use the devices

Experience of accessing services online

64% of the total respondents have rated

their overall experience rank 5 and 30%
above as their experience was very
positive in accessing the services online.
As discussed earlier, accessing services
remotely helped many clients to access 15%

25%
20%

the programs and services at their 10% 6%

0%

27%

21%
18%
16%
. . 5%
convenience, save travel time and 5% ' ' '
money as well.
1 2 3 4 5 6 7

However, as per the responses,17% has Image 21: Experience of using devices to access

rated their experience low. This lower

rating could be due to the challenges mentioned before in accessing services such as devices,

data and other responsibilities.

29%

30%
25% 21% 21%
19%

20%
15%
10% 5%
5% 1% X '

o B

0%
Rank 1 Rank 2 Rank 3 Rank 4 Rank 5 Rank 6 Rank 7

Image 22: Friendliness and support provided by frontline

12

Among the respondents, 69%
have rated the friendliness and
support extended by the frontline
staff. While there were 21%
ranked moderate there was a
small percentage rated staff
friendliness and support lower.
However, frontline staff members
also had their own challenges in
providing services remotely as
they were also working from home
in many cases.



As shown in the image 23, there
were 69% of the respondents rated
satisfaction in accessing services
remotely high and at least 49%
rated very high (rank 6 & 7). There
were another 20% of the
respondents rated their satisfaction
level as moderate. There were 11%

rated the level of satisfaction as low.

All the responses to the questions
asked under this section indicates
that despite some barriers faced by
some clients in accessing services

30%

30%
25%
oo 20% 20% 199%
(o]
15%
10% 6%
0,
5% 2 2%
P =

0%
Rank 1 Rank 2 Rank 3 Rank 4 Rank 5 Rank 6 Rank 7

Image 23: Satisfaction of services clients received remotely

remotely, many clients found that accessing services remotely is more convenient and make

them satisfied.

Challenges faced by the newcomer who have not accessed services during pandemic

As discussed earlier in this report, 46 percent of total respondents have indicated that they
haven’t access any newcomer’s settlement services during the pandemic. In response to a
guestion on the programs and services they have accessed before the pandemic, they have
listed number of programs and services which is displayed the diagram # 24.

Others

Housing support services

Furniture/cloth bank

Financial support

Legal support services

General health or mental health support
Settlement services - PR, Citizenship related
Employment support

Food bank

Language training program

Education support for your children

Adult Education & Skill training

Image 24: Services accessed by the respondents before pandemic who haven’t access any service

during the pandemic.
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As per the responses, majority of the respondents indicated that they have discontinued adults
education programs (27%). Similarly, 22 percent of the respondents have not accessing
language training program during the pandemic. 1/5 of the respondents stopped using food
bank. However, according the reports from local food banks, number of people using food
banks have increased during the pandemic.

On the other hand, 18 % of the respondents discontinued using immigration related settlement
services and employment support services. Similarly, 10 % of the respondents had stopped
using legal support services and 12 % of them have stopped using general health and mental
health support.

Restrictions implemented by the provincial and federal government and fast spread of COVID-
19 virus forced the people to follow totally a different communication method to connect with
each other. Face to face interaction was highly restricted and people had to adopt to the virtual
meetings and electronic communication. Though the authorities have already started giving
vaccination doses to the public during the survey period, many people even haven’t received
their first dose. It explains why those respondents haven’t access some essential services
during the survey period.

Reasons for not using the services

OTHERS @3%

WANT TO TAKE A BREAK AND NOT USING SERVICES Eil 7%

NOT COMFORTABLE SHARING PERSONAL INFO || | 12%

LIMITED INTERNET DATA / UNSTABLE INTERNET CONNECTION || | 18%

I HAVE LIMITED ACCESS TO TECHNOLOGY | l | 20%

| DON'T HAVE ENOUGH COMPUTER SKILLS (LITERACY) |1 | 26%

| DON'T HAVE THE LANGUAGE SKILLS |1 || 28%

| HAVE TO TAKE CARE OF FAMILY MEMBERS & HOUSEHOLD TASKS U U 34%

0% 5% 10% 15% 20% 25% 30% 35%

Image 25: Challenges faced by the respondents who haven’t access any service during the pandemic.

The restrictions imposed by the government during the pandemic forced the service providers
and clients to shift to virtual communications to offer and receive services. As we discussed
earlier all the clients didn’t have access to devices and/or data. On the other hand, language
barrier was another challenge in accessing services. As shown in image 25, there were 28% of
the respondents mentioned that they were not able to access services remotely due to language

14



challenges. There were one fourth (26%) of the respondents indicated that they don’t have
enough computer literacy.

As we discussed in the previous section, access to data and devices was also a significant
challenge in accessing services. There was a 20% of the respondents mentioned that they have
limited access to technology and 18% indicated that they have either limited internet data or
unstable internet connection.

There were 34% of the respondents mentioned that they haven’t access any services during the
pandemic as they have to take care of someone in the family and have to take care of
household tasks. At least 12% of the respondents indicated that they were not comfortable in
sharing their personal information over the phone or through email or any other electronic
media. There were 7% of the respondents mentioned that they wanted to take a break.

Preferred method for future communication

In response to a question on the
Telephone 4% futur.e direction in accessing
services, respondents have
shared the following responses.
48% of them have indicated that

Online they prefer hybrid method for
future communication.
There were 32% of the

0% 10%  20%  30%  40%  50% respondents mentioned that
they prefer to access programs
and services online. However,
30% of the respondents have
indicated that they prefer to access programs and services in person. There only 4% of the
respondents have mentioned that they prefer to access the service using telephone.

Fully in-person

Image 24: Preferred service delivery methods in the future
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Conclusion and Recommendations

The pandemic restrictions and safety measures that were implemented by the federal and
provincial governments made major impact on delivery of programs and services. As all the
organizations have shifted to virtual methods and electronic communication, clients were forced
to either adopt to the new normal or stop accessing newcomer settlement services.

However, computer skills and language skills in either English or French affected the access of
programs and services. On the other hand, majority of the members have limited access to
devices, limited data and unstable internet connection. A significant number of households have
to share the available devices among the family members for school activities, work from home
tasks and accessing newcomer settlement services. Though, there were few institutions offered
free data and lending devices, the information hasn’t reached the public as expected.

As per the survey results, respondents have been accessing language programs and adult
education program whereas, accessing other services such as employment support and
settlement support services have been reduced significantly. While majority of the respondents
have used video calls, email/text and phone calls to connect with service providers and access
services, majority of the members preferred virtual meetings and email/text messages as their
primary communication channels.

Respondents who have been accessing services virtually had positive experience in using
devices and communicating with frontline workers who were friendly and supportive. However,
some of continue to face some other challenges such as limited number of devices available
and other responsibilities at home. As students continues online schooling and parents also
worked from home, the household tasks also changed.

Recommendations

* The new normal made clients to get familiar with virtual service model and some of them
prefer to access online services continuously. However, there are number of clients prefer to
receive services in-person. Therefore, it would be advisable for organizations to adopt hybrid
model in the future so that clients with different family situation could be benefited.

 If the organizations continue virtual service model or hybrid model, they should form
partnership with private sector to expand device lending program and data key supplies to
needy families.

» Introducing computer literacy programs in the settlement sector would be another
requirement and settlement service providers to consider in the long-run. Organizations could
explore building partnership with the organization already conducting computer literacy
programs.

* Programs such as language classes, literacy circles and some of the support groups can be
continued virtual. However, periodic in-person sessions would help to better interaction
among the clients who are part of group sessions.
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Appendix 1:

Languages spoken by the respondents: (Answers to question 13)

e Below are a list of languages respondents can speak:

Ambharic (1) Hungarian (1)
Arabic (15) Korean (1)
Armenian (4) Malayalam (2)
Assamese (1) Mandarin (6)

Bahasa Indonesia (1) Nepalese (1)
Bengali (1) Pastho (1)
Cantonese (1) Persian (1)

Chinese (1) Portuguese (3)
Creole (1) Punjabi (1)
Czech (1) Shona (1)
Dari (3) Sindhi (1)
English (6) Spanish (1)
Farsi (6) Tamil (18)
Filipino (1) Turkish (1)

French (1) Urdu (3)
Guijarati (2) Vietnamese (2)

17



Appendix 2

Impact of COVID-19 pandemic on newcomer access to programs and services

TEQ LIP is conducting this survey to assess how the pandemic has impacted the access to
programs and services among newcomers who have limited access to technology. We also
attempt to assess how digital literacy affects access to services.

Your input will help service providers to have a better understanding of what is working well
and what are the challenges faced by residents in accessing the services remotely.

Informed Consent:

Your participation in the study is completely voluntary and you can stop participating at any
time. All information you give us during the research will be confidential and anonymous.

| understand the purpose of the survey and | agree to participate in this study by TEQ LIP.
Please select | agree or | do not agree below. If you select “I agree” you are consenting or
agreeing to take this survey.

Agree

Disagree

2. Are you a newcomer who has lived in Canada for less than five years?

~
Yes

No

3. Are you living in Scarborough and/or accessing settlement services in Scarborough?
-

~

Yes

lﬁNo

Demographic Information

4. What is your gender?

~
Male

s Female

2 Other

~

Prefer not to say

5. What is your age group?
“ Under18

© 1824
© 2534
© 35.44

18



© 4554

55-64
65+

6. Country of Origin

7. Country of last residence (Answer this question only if it is different from your country of
origin)

8. What is your first language?

9. What is your current immigration status?

Permanent Resident

Canadian Citizen

Conventional Refugee

Refugee Claimant

International Students/ Study Permit holder
Live-in caregiver

Work permit holder

Other (please specify)‘

i R T B B TR S B B

Prefer not to say

10. What is your total household income level?
Under $30,000

Between $30,000 and $49,999

Between $50,000 and $74,999

Between $75,000 and $99,999

Over $100,000

I S TR IR B

Prefer not to say

19



11. What is the highest level of education you have completed?
Elementary education (primary school)

Secondary school diploma or certificate (high school)
Registered apprenticeship or trade certificate diploma
College or other non-university diploma

University degree

I I T S B B

Other (please specify) ‘

Devices and Data
12. Do you have access to the following technology (Check all that apply)?

o Desktop
Laptop

Tablet

a1 1

Smartphone

13. Do you share this technology (Device) with someone in the same household?
Yes, always
Yes, sometimes

No

i S B B

Not Applicable

14. How many people live in your household?

Adults|
Children (under 18)|

15. How many devices do you have? (tablet, smartphone, laptop, desktop computer)

16. Which of the followings make it difficult for you to access online services and programs?
(Check all that apply)
-

| have limited internet data

| don’t have a suitable device

o | don’t have a quiet and private space to work
A | have to share the device with someone else
-

| have a bad/unstable internet connection

20



r
r

| don’t have access to a headset with a microphone

I am not comfortable participating in video classes

o Other (please specify) ‘

17. Have you accessed the support provided by agencies who lend devices to clients and give
them access to internet data? (Example: Toronto Public Library Wi-Fi; community hot spots,
loan device program, etc.)

~
Yes

lﬁNo

18. If yes, what support did you get?

19. If you did use these services/devices, where did you hear about them?

From friends

In community agency flyers

From settlement workers

By word of mouth (someone | know told me about them)

At my child's school

I I T T I

Other (please specify) ‘

Personal Skills

20. What is your language level in English

Beginner
Intermediate

Advanced

21. What is your language level in French
Beginner
Intermediate

Advanced

21



22. How would you rate your computer skills?
Beginner
Intermediate

Advanced
Accessing settlement services

23. Are you currently accessing any services or receiving any support from any agency? (If you
answered “No”, please skip to Q# 31 )
~

Yes

lﬁNo

24. If yes, which of the following services are you accessing? (Check all that apply)
Education support for your children
Adult Education & Skill training
Employment support

Financial support

Food bank

Furniture/cloth bank

General health or mental health support
Housing support services

Language training program

Legal support services

Settlement services - PR, Citizenship related

a1 1 1 71 1 71 1 1 1 1 1 7

Other (please specify)

25. How do you access these services? (Check all that apply)
Phone call
Virtual/ video call

Email and text

B N .

In-person
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26. Which of the above methods do you use most frequently when accessing services?
" Phone call
B Virtual/ video call
" Email and text

2 In-person

27. Do you need/get help from family or friends to access the services remotely?

28. How would you rate your experience in using a computer/ tablet or the phone to connect
with services providers? (Scale: (1=Very difficult, 7=Very easy)

1 2 3 4 5 6 7

Connecting with Service providers

n N n » n » o
Remotely

29. How would you rate the following in accessing services online or over the phone? (Scale:
(1=Very dissatisfied, 7=Very satisfied)

1 2 3 4 5 6 7
Fnenc?lmess and support of - - - - - - -
frontline workers
Outcpme of the services you - - - - - - -
received

30. How would you like to access these services in the future (when the pandemic is over)?
(Please check only one option)

o Fully in-person
o Telephone

" Online

o Hybrid method (combination of in-person and telephone and/ or online)

31. If you are not currently accessing any services remotely, what are the challenges you
faced in accessing the services online/virtually or over the phone? (Check all that apply)

3 | don’t have enough computer skills (Literacy)
" I don’t have the language skills (English/ French)
-

| have limited access to technology
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a1 1 1 71

| don’t have enough internet data or | have an unstable internet connection
| have to take care of family members and household tasks
| feel like | don’t want to use the service now and | want to take a break

I’m not comfortable sharing personal & sensitive information over the phone or by email

Other (please specify) |

32. What services did you access before the pandemic that you are not accessing now? (Check
all that apply)

I 1 1 71 71 71 1 71 1 71 1 7

Education support for your children
Adult Education & Skill training
Employment support

Financial support

Food bank

Furniture/cloth bank

General health or mental health support
Housing support services

Language training program

Legal support services

Settlement services - PR, Citizenship related

Other (please specify)

Thank you for participating in the survey!
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