
Wired: Evaluating 
Settlement Online (WESO) 
Toolkit
Quality Assessment Toolkit for 
Hybrid Settlement Services in 
Canada.

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 1



COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 2

Farah Khattab
Director Doctor of Business Administration – Service Quality

Noha Zaher
Researcher Doctor of Philosophy – Financial Reporting Quality

Honey Uppal
Program Facilitator Post Graduate Diploma – Healthcare AdministraEon

Addis-Flore Iruhiriye
Outreach worker Diploma of College Studies -  Social Services



COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 3

Join at slido.com
#2789693

ⓘ Start presenting to display the joining instructions on this slide.
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Welcome to the WESO program training 
session! 

We would like to know more about you!

ⓘ Start presenting to display the poll results on this slide.
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WESO Program Deliverables

1 2 3 4
Online service optimization 
for settlement services
Conduct surveys with 
SPOs and Clients to 
understand their experience
with Hybrid services.

Transi3oning newcomers to 
online services
Work with a group of 
Newcomers who are used to 
in-person services, to 
understand their experience 
and barriers in accessing 
online services and help 
them transiCon to online 
services by removing these 
barriers.

Improving SPO service 
quality evalua3on
Create resources and 
toolkits that can help SPOs 
across Canada to evaluate 
the effecCveness of their 
hybrid service delivery and 
adapt their models 
accordingly to improve 
services. 

Nationwide framework for 
hybrid service evaluation
Roll out the evaluation 
framework to SPOs across 
Canada, guiding them to use 
the framework to measure 
the impact of their hybrid 
services.



WIRED: EVALUATING SETTLEMENT 
ONLINE (WESO)



1 Infographics

Blogs

Networking with Partners, 
Organizing Webinars, and 
Presenting at Conferences

WESO Web Page

Knowledge 
Mobiliza/on

3

2

4

Translation to French5

http://www.ymcaottawa.ca/weso


Knowledge MobilizationWIRED: EVALUATING SETTLEMENT 
ONLINE (WESO)

Joint Workshops: JOSOOR - Arab Community Centre of Toronto (ACCT)

Toronto Metropolitan  University

Your mentor program - Women Economic Council (WEC)

WE Value Project - YMCA of Southwestern Ontario

The Matching program - Catholic Centre for Immigrants (CCI)

Info Sessions Offered: Ontario Council of Agencies Serving Immigrants (OCASI)

Toronto Local ImmigraRon Partnerships (LIP)

The Atlantic Region Association of Immigrant Serving Agencies (ARAISA)

Immigrant Services Association of Nova Scotia (ISANS)

The Manitoba Association of Newcomer Serving Organizations (MANSO)

COSTI Immigrant Services

Pre-Arrival Client Registration and Referral Portal

Information Awareness Orientation Partnership (IAOP) 



Knowledge Mobiliza=onWIRED: EVALUATING SETTLEMENT 
ONLINE (WESO)



WIRED: EVALUATING SETTLEMENT 
ONLINE (WESO)



Grand Total A,endees
458

WESO Orientation and Training Sessions:

Number of Organizations 
Trained
154

Province Number Trained
Alberta 18
British Columbia 35
Manitoba 26
New Brunswick 9
Nova Scotia 35
Ontario 319
Quebec 5
Saskatchewan 11
Total 458

Scan this QR code to 
register 



Ontario 323
Bolton 3
Brampton 17
Burlington 1
Etobicoke 3
Halton 9
Innisfil 1
Kenora 1
Kitchener 1
Leamington 1
London 14
Milton 1
Mississauga 33
Newmarket 1
North Bay 1
Oshawa 4
Ottawa 83
Pembroke 1
Quinte 3
Rexdale 5
Richmond Hill 1
Sault Ste. Marie 2
Scarborough 1
St. Catharines 4
Sudbury 4
Thunder Bay 1
Timmins 1
Toronto 117
Windsor 8
York Region 1

Nova Scotia 36
Halifax 35
Sackville 1

British Columbia 35

Abbotsford 1
Burnaby 1
Powell River 3
Surrey 3
Vancouver 25
Victoria 2 

Manitoba 26
Brandon 1
Portage la Prairie 2
Saint-Boniface 1
Swan River 1
Winnipeg 21

New Brunswick 9
Fredericton 3
Bathurst 1
Edmundston 2
Saint John 2
St. George 1

Alberta 18
Calgary 8

Canmore 1

Edmonton 9
Quebec 6

Montreal 5

Quebec City 1

Saskatchewan 11
Regina 7

Saskatoon 4

WESO Orientation and Training Sessions:



Above target- Additional Information & Orientation sessions 
WIRED: EVALUATING SETTLEMENT 
ONLINE (WESO)

Oct-Present

Grand Total Attendees
113
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WESO Program Deliverables

1 2 3 4
Online service optimization 
for settlement services
Conduct surveys with 
SPOs and Clients to 
understand their experience
with Hybrid services.

Transi3oning newcomers to 
online services
Work with a group of 
Newcomers who are used to 
in-person services, to 
understand their experience 
and barriers in accessing 
online services and help 
them transiCon to online 
services by removing these 
barriers.

Improving SPO service 
quality evaluation
Create resources and 
toolkits that can help SPOs 
across Canada to evaluate 
the effectiveness of their 
hybrid service delivery and 
adapt their models 
accordingly to improve 
services to newcomers. 

Nationwide framework for 
hybrid service evaluation
Roll out the evaluation 
framework to SPOs across 
Canada, guiding them to use 
the framework to measure 
the impact of their hybrid 
settlement services.
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Staff opinions: Does settlement services work well Online?

Do Not Know Does Not Work Well Online Works Well Online
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WESO Program Deliverables

1 2 3 4
Online service optimization 
for settlement services
Conduct surveys with 
SPOs and Clients to 
understand their experience
with Hybrid services.

Transitioning newcomers to 
online services
Work with a group of 
Newcomers who are used to 
in-person services, to 
understand their experience 
and barriers in accessing 
online services and help 
them transition to online 
services by removing these 
barriers.

Improving SPO service 
quality evaluation
Create resources and 
toolkits that can help SPOs 
across Canada to evaluate 
the effectiveness of their 
hybrid service delivery and 
adapt their models 
accordingly to improve 
services to newcomers. 

Nationwide framework for 
hybrid service evaluation
Roll out the evaluation 
framework to SPOs across 
Canada, guiding them to use 
the framework to measure 
the impact of their hybrid 
settlement services.
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Digital Skills Training: Client Handbook

Internet Basics: Hello World!

Email Basics: Did You Get My Email?

Video Conferencing: You’re On Mute!
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WESO Program Deliverables

1 2 3 4
Online service optimization 
for settlement services
Conduct surveys with 
SPOs and Clients to 
understand their experience
with Hybrid services.

Transi3oning newcomers to 
online services
Work with a group of 
Newcomers who are used to 
in-person services, to 
understand their experience 
and barriers in accessing 
online services and help 
them transiCon to online 
services by removing these 
barriers.

Improving SPO service 
quality evaluation
Create resources and 
toolkits that can help SPOs 
across Canada to evaluate 
the effectiveness of their 
service delivery and adapt 
their models accordingly to 
improve services. 

Nationwide framework for 
hybrid service evaluation
Roll out the evaluation 
framework to SPOs across 
Canada, guiding them to use 
the framework to measure 
the impact of their hybrid 
services.



Stages of Model Development

Exploratory 
Factor Analysis: 
to explore and 

group items in the 
questionnaire 

into dimensions.

Confirmatory 
Factor Analysis: 

to confirm 
dimension 
groupings.

Structural 
Equation 

Modelling: 
to test 

interactions 
between 

dimensions. 

Client surveys were analyzed 
by SPSS and AMOS 



Staff 
Performance

Web Security

Website 
Content and 
Accessibility

Client 
Barriers

In-person 
Preference

Service-
Specific 

Dimensions

Newcomer-
Specific 

Dimensions

Acceptance of Online 
Services

WESO Hybrid Se-lement Service Model: 
Drivers of the Inten<on to Use Hybrid Services 



Staff 
Performance

Web Security

Website 
Content and 
Accessibility

Client 
Barriers

In-person 
Preference

Service-
Specific 

Dimensions

Newcomer-
Specific 

Dimensions

Acceptance of Online 
Services

WESO Hybrid Settlement Service Model: 
Drivers of the Intention to Use Hybrid Services 

• Easy to use

• Useful



Staff 
Performance

Web Security

Website 
Content and 
Accessibility

Client 
Barriers

In-person 
Preference

Service-
Specific 

Dimensions

Newcomer-
Specific 

Dimensions

Acceptance of Online 
Services

WESO Hybrid Settlement Service Model: 
Drivers of the Intention to Use Hybrid Services 

• Empathy 

• Reliability

• Assurance



Staff 
Performance

Web Security

Website 
Content and 
Accessibility

Client 
Barriers

In-person 
Preference

Service-
Specific 

Dimensions

Newcomer-
Specific 

Dimensions

Acceptance of Online 
Services

WESO Hybrid Settlement Service Model: 
Drivers of the Intention to Use Hybrid Services 

• InformaCon about how 

to access programs



Staff 
Performance

Web Security

Website 
Content and 
Accessibility

Client 
Barriers

In-person 
Preference

Service-
Specific 

Dimensions

Newcomer-
Specific 

Dimensions

Acceptance of Online 
Services

WESO Hybrid Settlement Service Model: 
Drivers of the Intention to Use Hybrid Services 

• Protecting the privacy 
of clients.

• Explain how 
information is used.



Staff 
Performance

Web Security

Website 
Content and 
Accessibility

Client 
Barriers

In-person 
Preference

Service-
Specific 

Dimensions

Newcomer-
Specific 

Dimensions

Acceptance of Online 
Services

WESO Hybrid Settlement Service Model: 
Drivers of the Intention to Use Hybrid Services 

• Digital literacy
• Cost and speed of 

internet
• Device ownership
• Language proficiency



Staff 
Performance

Web Security

Website 
Content and 
Accessibility

Client 
Barriers

In-person 
Preference

Service-
Specific 

Dimensions

Newcomer-
Specific 

Dimensions

Acceptance of Online 
Services

WESO Hybrid Settlement Service Model: 
Drivers of the Intention to Use Hybrid Services 

• Preference to visit 
the in-person 
location
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TOOL 1:
Hybrid Service Quality (HYSQUAL) Client Questionnaire

TOOL 2:
Ready-to-Use Excel Template for Data Analysis

TOOL 3:
Continuous Improvement Plan

Quality Assessment Toolkit for Hybrid Settlement Services in Canada
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Collect data about the quality of your service:
Using Tool 1: Client Questionnaire (HYSQUAL), you 
can collect client feedback relevant to hybrid 
service quality.

Evaluate the quality of your services:
Using Tool 2: Excel Data Analysis, you can analyze 
data generated from client questionnaire to aid in 
decision-making.

Improve the quality of your services:
Using Tool 3: Continuous Improvement Plan, you 
can plan actions based on the data analysis results, 
assign roles, and timelines for implementing 
changes.

2

3

1
Data 

Collection

Data 
Analysis

Decisive 
Actions

Continuous 
Improvement 

Cycle

Evaluation Plan



Check our Website for 
Resources
About | Wired: Evaluating Settlement Online (WESO) (ymcaottawa.ca)

SCAN THE QR CODE TO DOWNLOAD OUR MAIN 
TOOLKIT AND SUPPLEMENTARY RESOURCES.
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https://www.ymcaottawa.ca/employment-immigrant-services/immigrant-services/wired-evaluating-settlement-online-weso/about-weso/
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Tool 1: Hybrid
Service
Quality
(HYSQUAL)
Client
Questionnaire

§ The HYSQUAL questionnaire is an evaluation tool for clients 
to provide feedback after they have received settlement 
services in a hybrid format. 

§The questionnaire utilizes an Importance Performance 
Analysis scale in which service-specific dimensions are 
evaluated based on performance and importance.
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A Visual Representation for the Hybrid Service Quality (HYSQUAL) Client Questionnaire
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The IPA Matrix 
classifies 
statements into 4 
Quadrants with 
recommendations

Quadrant A: Needs Improvement
Low performance - High importance.
Recommendation: Focus here!

Quadrant B: Keep Up the Good Work
High performance-High importance. 
Recommendation: Keep it up!

Quadrant C: Low Priority
Low performance - Low importance. 
RecommendaEon: Don’t Focus 
here!

Quadrant D: Possible Overkill
High performance-Low importance.
Recommendation: Cut the waste!

Performance Axis

Importance Axis 

Low Performance High Performance

High 
Importance

Low 
Importance

Outcomes of the Importance Performance Analysis
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Quadrant A: Needs Improvement
Low performance - High importance.
Recommendation: Focus here!

Quadrant B: Keep Up the Good Work
High performance-High importance. 
Recommendation: Keep it up!

Quadrant C: Low Priority
Low performance - Low importance. 
Recommendation: Don’t Focus 
here!

Quadrant D: Possible Overkill
High performance-Low importance.
Recommendation: Cut the waste!

Performance Axis

Importance Axis 

Low Performance High Performance

High 
Importance

Low 
Importance

What does the Importance Performance Analysis mean?

Shift 
resources 

here!

Stop 
focusing on 

this!



Tool 1: Hybrid Service Quality (HYSQUAL) Client Questionnaire 
Review the questionnaire

Customize as needed
Collect client feedback
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Join at slido.com
#2789693

ⓘ Start presenting to display the joining instructions on this slide.
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The Hybrid Service Quality (HYSQUAL) 
Client Questionnaire uses […] scales

ⓘ Start presenRng to display the poll results on this slide.
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What makes the Hybrid Service Quality (HYSQUAL) Client 
Questionnaire different from other questionnaires is that it uses

ⓘ Start presenting to display the poll results on this slide.
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Tool 2: 
Ready-to-
Use Excel 
Template for 
Data 
Analysis

Once you input the data from the client quesFonnaire into the 
Excel template, it will automaFcally generate the following:

§A full Importance Performance Analysis (IPA) report and 
chart.

§Categorized summary staCsCcs for each of the five hybrid 
service delivery dimensions.

§Dashboards for Service-Specific and Newcomer-Specific 
Dimensions.



COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 46



Tool 2: Ready to Use Excel Template 
Inputting client questionnaire data

Generating reports and charts
Analyzing and implementing changes
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Skip to Tool 3 
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An Excel Template is created to translate the results of the IPA 
report into acFon and plans to implement changes.

§ You can use this template to make a log of areas that need 
an intervenCon idenFfied in the  IPA report.

§ Assign responsibility and Cmelines for improvements.

§ Review the outcomes of the intervenFon. 

Tool 3: 
Continuous 
Improvement 
Plan
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1 23
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Tool 3: Continuous Improvement Plan

Tool 1: Client Questionnaire

Tool 2: Ready to Use Excel Template

Staff Performance Dashboard

IPA Rating Self Rating
Examples of Actions and Evidence to 

Support Self Rating
Planned Action Person 

responsible

Planned 
completion 

date

Outcomes
This includes the 

results, 
Keep Up 
the Good 

Work Compliant
All the staff are courteous and treat clients 
fairly. N/A N/A N/A N/A

Keep Up 
the Good 

Work Exceeding
Staff are trained to be present and mindful 
with clients. It is the main criteria for hiring. N/A N/A N/A N/A

Low 
Priority

Partially Compliant

We had several complaints from clients that 
the group sessions are at times that are not 
convenient to them. N/A N/A N/A N/A

Possible 
Over Kill Exceeding

Staff are provided with training on how to 
show respect and support to all clients

The IPA rating shows that this aspect is 
not important to clients. Empathy and 
support are not on the client's top list. Program Director20/05/2023

Keep Up the 
Good Work

Exceeding Staff give every client enough time for consultaton. N/A N/A N/A N/A

Settlement service staff are polite and patient 
when delivering services to me. - Agree or 

Disagree

Description

Settlement service staff give me their full 
attention when delivering services. - Agree or 

Disagree
Settlement service staff provide service during 

hours that are convenient to me. - Agree or 
Disagree

Settlement service staff provide explanations and answer all 
of my questions when delivering services. - Agree or Disagree

Settlement service staff are dependable and 
supportive when delivering services to me. - 

Agree or Disagree

Website Content and AccessibilityWeb SecurityStaff Performance SummaryRating ScaleHome



The CORE principles outlined in IRCC's CFP 2024
WIRED: EVALUATING SETTLEMENT 
ONLINE (WESO)

Client-Centered:

• Tailored based on 
direct client 
feedback.

Outcomes-Driven:

• Focuses on 
impactful, 
evidence-based 
decisions.

Responsive to 
Need:

• Adapts swiftly to 
digital 
transformations, 
addressing new 
evaluation 
criteria for hybrid 
services.

Effec9ve Use of 
Resources:

• Maximizes 
impact through 
smart resource 
allocation, 
highlighted in the 
Excel-generated 
Importance 
Performance 
Analysis Report.

The toolkit ensures that services are:



How WESO Toolkit aligns with the Themes 
outlined in IRCC's CFP 2024

Right Services

• The WESO Client 
Questionnaire assess the 
needs of clients in terms of 
service format preferences, 
digital ability, and barriers. 
The questionnaire also helps 
SPOs evaluate the quality of 
their hybrid services as well 
as the Newcomer 
acceptance for online 
services.

Right Clients

• WESO developed a digital 
literacy handbook, enabling 
clients to access online 
services more easily and 
with minimal barriers, 
enhancing their integration 
into society.

Right Time

• The WESO toolkit is 
particularly valuable in the 
context of significant 
changes in settlement 
services for both clients and 
SPOs caused by COVID-19.
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Appendix I: Readiness Assessment Tools

• Assessing Client Readiness For Hybrid Services

• Assessing Organizational Readiness For Hybrid Services
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Appendix II: Hybrid Work Resources Guide

• Online Digital Literacy Resources

• Devices And Connectivity Programs

• Online Directory

• Resources In Your Community

• Resources For Survey Data Collection

• Tips And Resources For Effective Hybrid 

Work

• Tools For Hybrid Work
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Appendix III: Digital Skills Training: Client Handbook

• The Digital Skills Training: Client Handbook is a 
comprehensive guide that offers step-by-step 
instructions for Internet Basics, Email Basics, and 
Video Conferencing.

• The guidebook is easy to navigate and includes 
screenshots to assist those with limited English 
proficiency.
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Appendix III: Promising Practices to Deliver High 
Quality Hybrid Services

• Covers the five dimensions that drive client 
intention to use hybrid services.

•  Includes a brief overview of the WESO hybrid 
service model and provides promising practices and 
tips for hybrid service delivery.



WESO’s SettleNet Group
Find us on Settlenet.org, an IRCC approved community of practice.
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Join at slido.com
#2789693

ⓘ Start presenting to display the joining instructions on this slide.
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Welcome to the WESO program training 
session! 

We would like to know more about you!

ⓘ Start presenting to display the poll results on this slide.
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We would love to hear your thoughts on 
this training!

ⓘ Start presenting to display the poll results on this slide.
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Questions?
Farah Khattab
Director Farah.Khattab@ymcaottawa.ca

Honey Uppal
Program Facilitator Honey.uppal@ymcaottawa.ca

Contact Information

Noha Zaher
Researcher Noha.Zaher@ymcaottawa.ca

Addis-Flore Iruhiriye
Outreach worker

Addis.iruhiriye@ymcaottawa.ca


