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1

Online service optimization
for settlement services
Conduct surveys with

SPOs and Clients to
understand their experience
with Hybrid services.

2

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.

3

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.

4

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.
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Infographics

2 WESO Web Page

Networking with Partners,
Organizing Webinars, and
Presenting at Conferences

Knowledge
Mobilization P =

Translation to French



http://www.ymcaottawa.ca/weso

WIRED: 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 (CCl)

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




WIRED: EVALUATING SETTLEMENT

ONLINE (WESO)
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Quality of Hybrid Settlement Services

P2P Conference, Montreal

November 1, 2023, 3:15 - 4:30 PM MST Session 1: Quality Assessment Toolkit for Hybrid
. Settlement Services in Canada
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Josoor (ACCT) Conference, Toronto

: Session 2: Bridging the Gap between Research and
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WESO Orientation and Training Sessions:

Province Number Trained Grand Total Attendees
Alberta 18 458

British Columbia 35
Manitoba 26 .
New Brunswick 9 Trained

Nova Scotia 35 154

Ontario 319 (o] @

Quebec 5

Number of Organizations

Saskatchewan 11 Scan this QR code to

Total 458 register [0) i i




WESO Orien

ation and Training Sessions:

Alberta 18
Calgary 8
Canmore 1
Edmonton 9

Quebec 6
Montreal 5
Quebec City 1

Saskatchewan 11
Regina 7
Saskatoon 4

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

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




WIRED: EVALUATING SETTLEMENT
ONLINE (WESO)

Oct-Present

Grand Total Attendees
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Online service optimizatio
for settlement services
Conduct surveys with
SPOs and Clients to
understand their experience
with Hybrid services.

2

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.

3

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.

a4

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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Newcomers’ Experience with Hybrid Services

Newcomers Surveyed

240

From Across Canada

70.8%

Settlement Service websites are Online settlement services are
organized and informative. easy to navigate

=B =Fe =He
=B =Be =B
= =)o =P
= =)o =e
= = =Ho
= =)o =e

80.8%

=ije =)o =ije =)o
=ije =)o =ije =)o
=ie =)o =)o =i
=ije =ije =)o =i)e
=ije =ije =)o =i)e
=ije =)o =)o =i
=ije =)o =)o =i

85.8% of Newcomers
Agree or Strongly agree
that Hybrid Services
should Continue Post
Pandemic

are comfortable to provide Settlement Staff have the
sensitive information online. Technological skills to deliver
online services.
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Digital Landscape: Settlement Staff Digital Skills

SPO Staff Surveyed
260

FromActoss Canada Settlement Service Staff can Staff have learned and Improved
answer client questions online their Technological skills during
via platforms such as Zoom or by the Pandemic
email.

rirtrereRARARA
pepppefeadteee
SRR LR 80.4%
Tmrrorenr
93.1% of the staff agreed

or strongly agreed that

v : SPOs should provide training Settlement Staff have the
Hybrid Services should . . . .
. . sessions for staff to use digital Technological skills to Protect
Continue Post Pandemic .o .
tools. client information.
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Staff opinions: Does settlement services work well Online?

100%
90%
80%
70%
60%
50%
40%
30%
20%

10%

0%
Language Training Language Needs Assessment Employment Community Information &
Assessment and Referrals Services Connections Orientation

m Do Not Know W Does Not Work Well Online B Works Well Online
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Staff Survey Results Managers Perceptions

Compared to other positions, Managers have a lower agreement for:

Online services are easy o o,

Te—== types of of clients 40.54% - managers

Organizations should 75.81% - other positions
make all settlement

services available online 59.46% - managers

Cients are comfortable . -
providing their information > — €8 Y2 ~spothsupositions

online 31.08% - managers

Online services are as > - 72.58% - other positions
reliable and accurate as in-

58.11% - managers
person services 9

Settlement staff can help 62.37%- other positions

online similar to in-person

Online services enable staff > 66.67% - other positions
to be more focused and )

quicker in delivering 45.95% - managers
services

Staff can complete more > — 63.98% - other positions
work per hour at home 47.30% - managers

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 19
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1

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
ervices by removing these
barriers.

3

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.

a4

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 Literacy Training

We asked 260 Staff:

“Settlement service organizations should
provide training sessions for clients to use digital
tools such as Zoom to access services.”

87.7% agree or strongly agree with this
statement.

We asked 240 Clients:

“Settlement service organizations should
provide training sessions for me and other
newcomers to use digital tools such as the Zoom
platform to access services online.”

70.8% agree or strongly agree with this
statement

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023
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Out of 240 clients and 260 staff surveyed

70.8% 59% 72.5%

of clients agreed that  of clients view language of clients view internet
they need digital training as a barrier to accessing speed as a barrier to
to access online services. online services. accessing online services.
87.7% of staff agreed 81.9% of staff agreed 80.4% of staff agreed
with this sentiment. with this sentiment. with this sentiment.

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 22




National Wired: Evaluating
Capital Region Settlement Online (WESO)

Digital Skills Training: Client Handbook

Internet Basics: Hello World!
Email Basics: Did You Get My Email?

Video Conferencing: You’re On Mute!

Quality Assessment Toolkit for Hybrid
Settlement Services in Canada: Appendix Il

Digital Skills Training:
Client Handbook

Wired: Evaluating Settlement Online (WESQ)

d Financé par :
Bl e e i, sauges © O (0 ymcaottawa.ca
and Citizenship Canada et Citoyenneté Canada
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Transitioning newcomers to Online Services: The Client Experiment

In-person Digital literacy
training
and one on one
consultations with

40

In-person clients

Topics covered in the training:

e web search

e sending emails with
attachments

e joining Zoom meetings

e filling and signing PDFs

Clients who reported an
improvement of knowledge of how

the computer works

Follow up survey

results 15 days — 6 O °/o

after the training

Post survey
results 75 days
after the training

/2.5%

75 days Post the
experiment

85%

85% of trained clients
reported a positive or
very positive experience
with online settlement
services.
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1

Online service optimization
for settlement services
Conduct surveys with

SPOs and Clients to
understand their experience
with Hybrid services.

2

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
service delivery and adapt
their models accordingly to
improve services.

a4

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.
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Stages of Model Development

Client surveys were analyzed 4 N/ N/ Structural )

by SPSS and AMOS Exploratory Confirmatory Equation
Factor Analysis:

Factor Analysis: Modelling:
to explore and )
: . to confirm to test
group items in the : : . :
. : dimension interactions
questionnaire :
groupings. between

into dimensions.

\ / \ / \ dimensions. /




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

Staff
Performance

Website
Content and
Accessibility

-_—

S—

Web Security _|

Client
Barriers

In-person
Preference

Service-

Specific
Dimensions \

Acceptance of Online
Services

Newcomer- /
Specific

Dimensions




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

e Empathy
e Reliability

e Assurance

— Staff

Performance

Website
Content and

Accessibility

—

—

Web Security _|

Client
Barriers

In-person
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Service-

Specific
Dimensions \

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

Staff
Performance =

 |nformation about how Website Service-
_ Content and
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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

Website
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Accessibility

Web Security _|

Client
Barriers
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Preference

-_—

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

Staff
Performance =

Website )
Service-
Content and
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Web Security _|

Acceptance of Online

Digital literacy Services
Fost and speed of Client =
internet S :
: : Barriers
Device ownership Newcomer-
Language proficiency — Specific
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WESO Hybrid Settlement Service Model:
Drivers of the Intention to Use Hybrid Services

Staff
Performance

Website
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-_—

~—

Web Security _|

Client
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e th:ef.erence to visit In-person
e In-person —_
. Preference

location

S—
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Quality Assessment Toolkit for Hybrid Settlement Services in Canada

National Wired: Evaluating
Capital Region Settlement Online (WESO)

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

Wired: Evaluating Settlement Online (WESO)

el Dpmniion, Romnes, 0 O [© ymcaottawa.ca
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Evaluation Plan

1 Collect data about the quality of your service:
Using Tool 1: Client Questionnaire (HYSQUAL), you

Data. can collect client feedback relevant to hybrid
Collection service quality.
Continuous 7/ Evaluate the quality of your services:
Improvement Using Tool 2: Excel Data Analysis, you can analyze
Cycle data generated from client questionnaire to aid in

decision-making.

Decisive Data

Actions Analysis

< Improve the quality of your services:

S~ Using Tool 3: Continuous Improvement Plan, you
can plan actions based on the data analysis results,
assign roles, and timelines for implementing

changes.

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 35




Check our Website for
Resources

About | Wired: Evaluating Settlement Online (WESQ) (ymcaottawa.ca)

SCAN THE QR CODE TO DOWNLOAD OUR MAIN S S ey

TOOLKIT AND SUPPLEMENTARY RESOURCES. Pk L b



https://www.ymcaottawa.ca/employment-immigrant-services/immigrant-services/wired-evaluating-settlement-online-weso/about-weso/

= The HYSQUAL questionnaire is an evaluation tool for clients
to provide feedback after they have received settlement

Tool i 1: Hybrid services in a hybrid format.

Service

Quality

(HYSQUAL) *The questionnaire utilizes an Importance Performance
Client Analysis scale in which service-specific dimensions are
Questionnaire evaluated based on performance and importance.
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A Visual Representation for the Hybrid Service Quality (HYSQUAL) Client Questionnaire

o regardi nparame i
ment (Your opinion regarding service delivery in Canada) _Importance (Your opinion regarding sérvice delivery in Canada)
\\ o : ‘F _—-—M’ . o
Statements Strongly Agree ;‘é;ee nor | Disagree Strongly | Dou’t f;g:ﬁl:nt Inipoﬂant In:):(fll;:;:y ?llliil;:l%nt 1I\Ill(:;u::;;:lltl
| Agree | c - | Disagree | know
disagree
Settlement service staff are
polite and patient when O O O O | O O | O O O
delivering services to me.
Settlement service staff give
me their full attention when | 0 | O | | | | O O |
delivering services.
Settlement  service  staff
provide service during hours O O O O 0 | O | O m m
that are convenient to me.
Settlement service staff are
dependablg gmd supportive - - - - - - - - - - -
when delivering services to
me.
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Outcomes of the Importance Performance Analysis

The IPA Matrix
classifies
statements into 4
Quadrants with
recommendations

Performance AXxis

Low Performance “ High Performance

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!

Importance Axis

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023
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What does the Importance Performance Analysis mean?

Nalijs

resources
here!

Performance AXxis

Low Performance “ High Performance

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!

Importance Axis

Quadrant D: Possible Overkill

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023

High performance-Low importance.
Recommendation: Cut the waste!

Stop

focusing on
this!

High
Importance

|

Low
Importance
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Service-Specific Dimensions

Staff Performance 5 Scale = Agreement 5 Scale = Importance
0O strongly agree O Extremely important
Settlement service staff are polite O Agree O very important
and patient when deliverin O Neither Agree nor Disagree [ Moderately important
_p ¢ 0O Disagree O slightly important
services to me. O strongly Disagree O Not at all Important
O Irrelevant to me O Not sure
O strongly agree O Extremely important
Settlement service staff give me g — ) g Very impolrt.'?nt
their full attention when delivering O g;naﬂ;ereAgree nor Disagree O ?"Z:Z;a:;z;:::?am
services. O strongly Disagree O Not at all Important
O Irrelevant to me O Not sure
O strongly agree O Extremely important
Settlement service staff provide O Agree O Very important
service during hours that are O Neither Agree nor Disagree [ Moderately important
. ¢ 0O Disagree O slightly important
convenient to me. O strongly Disagree O Not at all Important
O Irrelevant to me O Not sure
0O strongly agree O Extremely important
Settlement service staff are g Ag":he g Verzeimpolrtant
5 Neither Agree nor Disagree Moderately important
dependable and supportive when O Disagree g g O slightly im;o rt::t
delivering services to me. O strongly Disagree O Not at all Important
O Irrelevant to me O Not sure
0O strongly agree O Extremely important
Settlement service staff provide 0 Agree O Very important
. O Neither Agree nor Disagree [0 Moderately important
explanations and answer all my O Disagree O slightly important
questions when delivering services. Strongly Disagree O Not at all Important
O Irrelevant to me O Not sure
O strongly agree O Extremely important

Tool 1: Hybrid Service Quality (HYSQUAL) Client Questionnaire

Review the questionnaire

Customize as needed
Collect client feedback

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023
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The Hybrid Service Quality (HYSQUAL)
Client Questionnaire uses [...] scales




slido

What makes the Hybrid Service Quality (HYSQUAL) Client
Questionnaire different from other questionnaires is that it uses

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023



Once you input the data from the client questionnaire into the
Tool 2: Excel template, it will automatically generate the following:

ReadY'to' *A full Importance Performance Analysis (IPA) report and
Use Excel chart.

Template for =Categorized summary statistics for each of the five hybrid
Data service delivery dimensions.

Analysis

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

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 45






National Wired: Evaluating
Capital Region Settlement Online (WESO)

Home

Copy and Paste Here

Numerical Data

IPA Analysis

Service Quality Dimensions

Newcomer Specific Dimensions

Client Satisfaction

Service Format

Summary for All Statements

WESO Toolkit: Ready to Use Excel Template
\4

National Wired: Evaluating
. Capital Region Settlement Online (WESO)

If you are looking for a quick and easy analysis tool to let you know what you're doing right and what you need to improve on, then you need to preform an IPA (Importance Performance
Analysis). This template provides you with the basics of a IPA. IPA Analysis is a simple and easy to use decision making tool that helps you set priorities about improving service quality. The
IPA scale measures each quality dimension based on importance and performance, so that you focus on performance practices that matter the most to your organization.

This template includes sample survey data which you can delete before starting.

Please manually enter your data into the "Copy and Paste Here" Sheet.

Instructions for Copy and Pasting into the Template

Copy and Paste responses as is in the Copy and Paste Here Sheet. Please, don't alter any cell in any sheet of this template because formulas will be distorted. if you need further analysis, you may c

the results you need in a new excel sheet as values using the 123 icon in paste options. An image of this paste option is provided in this imac
123

Guide for contents in this Excel template

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

Generating reports and charts
Analyzing and implementing changes

Skip to Tool 3

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023



Natweal Wired: Evaluating
Capial Region  Settiement Onlne (WESO)

Home

Copy and Paste Here

Numerical Data

IPA Analysis

IPA Analysis - Pivot

Service Quality Dimensions

Newcomer Specific Dimensions

Client Satisfaction

Service Format

Summary for All Statements

IPA Analysis Dashboard

TOTAL NUMBER OF SERVICES

5  Ontheright track Importance Performance Analysis Matrix
5 that shoulq be low priority c N
2 that need improvement Needs improvement
4 that you need to focus less on &7 provems Keep up the
44 good work
10 e
L ]
41 g e
12 e b
3 13 5 % i1 e
c 3{};' 4w
€ 35 5% e | 60
o
=%
£ 32 e
29
26
23 Low priority Possible
overkill
2
25 28 31 34 37 4 43 46 49
Performance
Data Statement Performance Importance Performance Level Importance level
1|Settlement service staff are polite and patient when delivering services to me. 4295522388 3.868656716|High performance High importance
2| Settlement service staff give me their full attention when delivering services. - 4191044776 3.958208955|High performance High importance
3| Settlement service staff provide service during hours that are convenient to 3.874626866 3.6|Low performance Low importance
4|Settlement service staff are dependable and supportive when delivering 411641791 3.740298507 |High performance Low importance
5|Settlement service staff provide explanations and answer all of my questions 4149253731 3.874626866|High performance High importance
6| Settlement service staff can help me establish social and networking 412238806 3.585074627|High performance Low importance
7| Settlement service staff can provide services to me in a timely manner. - 3.958208955 4182089552 |High performance High importance
8| Settlement service staff can provide accurate information to me when 3.764179104 4.056716418|Low performance High importance
9| Settlement service staff can easily deliver services to me using digital tools 3.513432836 3.552238806|Low performance Low importance
10| Settlement service staff can protect the privacy of my personal information 436119403 427761194 High performance High importance

[
[

Settlement service website provide clear information about how to access

3.846268657

3.582089552

High performance

Low importance

[
[

Settlement services websites are easy to explore and use. - Agree or Disagree

3.4598507463

3.837313433

Low performance

High importance

13|Settlement service websites are well-organized and provide enough 3.92238806 3.629850746|High performance Low importance
14|Providing my personal information online to receive settlement services is 3.468656716 3.128358209|Low performance Low importance
15]1 am comfortable providing my UCI/PR number or other personal information 3.48358209 3.585074627|Low performance Low importance

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023

Quadrant

keep up the good work
keep up the good work
Low priority

Possible over kill
keep up the good work
Possible over kill
keep up the good work
Needs improvement
Low priority

keep up the good work
Possible over kill
Needs improvement
Possible over kill

Low priority

Low priority




S Service Quality Dimensions Dashboard

Home

Please remember to refresh this page by going on the Data tab, Queries & Connections Pane and

clicking on Refresh All.
Copy and Paste Here

Staff Performance
Numerical Data
W Strongly agree Agree M Neither agree ordisagree M Disagree W Strongly Disagree W Don't Know

IPA Analysis
54%

48% 49%

52% 52%
Service Quality Dimensions 46% 45%
43% 1%
- 37% B 39% - 38% 40%
Newcomer Specific Dimensions 335% 3% 33%
Client Satisfaction 2% o 23%
16% 16%
Service Format
7% 8% 6% . 9% 8%
Summary for All Statements 3% 2% 2% 3% 4% 4% > 2% 2% 4% 3% 3%
y . 1% 0% 0% 0% l n> 0% 1% 1% 1% . l 1% 1% %

Settlement service staff Settlement service staff Settlement service staff Settlement service staff Settlement service staff Settlement service staff Settlement service staff Settlement service staff Settlement service staff Settlement service staff

o

are polite and patient give me their full provide explanations and can provide services to can protect the privacy provide service during can easily deliver can provide accurate are dependable and can help me establish
when delivering services attention when answer all of my me in a timely manner. - of my personal hours that are services to me using  information to me when supportive when social and networking
to me. - Agree or delivering services. - questions when Agree or Disagree information when convenient to me. - digital tools such as delivering services. - delivering services to me.  connections during
Disagree Agree or Disagree delivering services. - delivering services Agree or Disagree computers. - Agree or Agree or Disagree - Agree or Disagree service delivery. - Agree
Agree or Disagree online. - Agree or Disagree or Disagree
Disagree

keep up the good work Needs improvement Possible over kill
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Capital Region Settlement Online (WESO)

Home

Copy and Paste Here

Numerical Data

IPA Analysis

Service Quality Dimensions

Newcomer Specific Dimensions

Client Satisfaction

Service Format

Summary for All Statements

Newcomer-Specific Dimensions Dashboard

Please remember to refresh this page by going on the Data tab, Queries & Connections Pane and
clicking on Refresh All.

0.8

0.6

04

0.2

Digital Ability

57.19%

50.30%
29.94%
23.95% 23.95%

. . -23-95% = - -

M | can access and complete settlement services online without help from the settlement service
staff.

m | am comfortable completing services over a phone call with a settlement service staff.

m | am comfortable receiving settlement services or information about these services via a video-
conferencing application such as Zoom or Microsoft Teams.

| am capable of following the instructions sent via email or text/digital messaging about
completing a settlement service after | have a consultation with a settlement service staff.

m | can fill out forms online from home with the support of the settlement service staff.

m | am not able to do most of this, and | don’t need to do them.

H | am not able to do most of this, but | will appreciate having a basic computer course to teach me.

04

03

0.2

0.1

Client Barriers
37.43%

0
29.94% 32.04% 32.04% 31.44%
l l . l

m | have difficulty paying for internet connection because it is expensive.

m | don’t have an internet connection.

M | need basic computer training to access online services. (Basic computer training includes; sending

emails, filling online forms, scanning and uploading documents, filling and signing pdfs
electronically, etc.).

My English/French language level makes it difficult to access online settlement services and
communicate with staff online.
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An Excel Template is created to translate the results of the IPA
report into action and plans to implement changes.

= You can use this template to make a log of areas that need
Tool 3: an intervention identified in the IPA report.
Continuous = Assign responsibility and timelines for improvements.
Improvement , | |
Plan = Review the outcomes of the intervention.
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flrome >
| \4
Staff Performance Da shb@Bd D @) S

. Capital Region Settlement Online (WESO)

Description IPA Rating  SelfRating Examples of Actions and Evidence to Support Self Rating Areas for Improvement Identified and Planned Actions Target Action Date Other information

Staff Recognition and
Incentives: Implement
a performance-based
incentive system that
rewards staff
members who receive
positive feedback
from clients regarding
their politeness and
patience.

Area for Improvement: Timely Resolution of Complaints

Actions: Conducted training sessions for settlement service
staff on effective communication, customer service, and
cultural sensitivity.
vidence: Positive feedback from clients in surveys or feedbac
s, specifically highlighting the polite and patient behayitr
of settlement service staff.

lanned Action: Review and streamline the complaint
solution process to ensure that client complaints related
o staff behavior or service delivery are addressed promptly 25/07/2023
and effectively. This may involve establishing clear
escalation pathways, implementing tracking systems, and
providing staff with the necessary tools and resources to
resolve issues efficiently.

Settlement service staff are polite and patient when delivering

. ) Complian
services to me. - Agree or Disagree ‘ P

Actions: Implementation of dedicated staff training programs:
The organization has developed comprehensive training
programs to equip settlement service staff with effective

communication and active listening skills. These programs

emphasize the importance of giving clients their full attention
Settlement service staff give me their full attention when Keep Up the during service delivery.

Exceedin N/A N/A
delivering services. - Agree or Disagree Good Work g / /

Evidence: Positive client feedback: Provide examples of client
testimonials, feedback surveys, or reviews that specifically
highlight how settlement service staff consistently give their
full attention during interactions. Include specific quotes or
comments from clients expressing their satisfaction with the
staff's attentiveness.

Actions: Extended operating hours: The organization has made
efforts to extend the operating hours of its settlement services
to accommodate a broader range of clients. For instance, they
may have adjusted their opening and closing times to be more

inclusive of individuals who have work or other commitments

Settlement service staff provide service during hours that are Low Priority Partially during regular business hours.
convenient to me. - Agree or Disagree Compliant Evidence: Service logs or appointment records: Provide

. PR T aa_an BRI S T S
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| Home N Rating Scale Staff Performance Web Security Website Content and Accessibility

Hybrid Service Quality Assessment Toolkit for Settlement Services in Canada: Continuous Improvement Plan

\ National Wired: Evaluating
. Capital Region Settlement Online (WESO)

The Continuous Improvement Plan is the basis for planning and monitoring improvements identified in the IPA Analysis. It is developed from the HYSQUAL and the improvement actions identified
is to be used to plan and take action on any items that are identified as "Possible Overkill" or "Needs Improvement".

Guide for Contents in this Excel Template

Sheet Name Explanation
Staff Performance This sheet contains all statements related to Staff Performance dimension for you to rate and plan accordingly.

Web Security This sheet contains all statements related to Web Security dimension for you to rate and plan accordingly.

Web Content This sheet contains all statements related to Web Content dimension for you to rate and plan accordingly.

Acceptance of Online Services This sheet contains all statements related to Acceptance of Online Services dimension for you to rate and plan accordingly.
Intention to Use Hybrid Services This sheet contains all statements related to Intention to use Hybrid Services for you to rate and plan accordingly.
Client Satisfaction This sheet contains all statements related to Client Satisfaction for you to rate and plan accordingly.
Summary This sheet contains all statements in the survey for you to plan improvement actions.
Citation and Copyright

COPYRIGHT © 2023 YMCA of the National Capital Region.

Hybrid Service Quality Assessment Toolkit for Settlement Services in Canada: Continuous Improvement Plan by YMCA of the National Capital Region is licensed under a Creative Commons Attribution-
NonCommercial-ShareAlike 4.0 International License.

YMCA of the National Capital Region permits the use of this material under specific conditions: This material can be copied and redistributed, in any medium and format, if appropriate attribution
is provided. Please credit YMCA of the National Capital Region, provide a link to the license, and indicate if changes were made. No part of this work can be used for commercial purposes. If you
adapt or build upon the material, you may not distribute the modified material for commercial purposes.

If reproducing or adapting the content in the handbook, YMCA of the National Capital Region must be credited as the author with the following citation:

Khattab, F., Zaher, N, Hasan, A, & Uppal, H. (2023). Hybrid Service Quality Assessment Toolkit for Settlement Services in Canada: Continuous Improvement Plan. Ottawa, ON: Wired:
Evaluating Settlement Online - YMCA of the National Capital Region.
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Tool 2: Ready to Use Excel Template

SRS IPA Analysis Dashboard

Home
H H H TOTAL NUMBER OF SERVICES
Tool 1: Client Questionnaire T
5  Ontheright track Importance Performance Analysis Matrix
. aps . . ; 5 that should be low priority
Service-Specific Dimensions Numerical Dara 2 that need improvement 5 _
1PA Analysis 4 thatyou need to focus less on &7 Needs improvement Keep up the
Staff Performance 5 Scale = Agreement 5 Scale = Importance _ a4 b good work
IPA Analysis - Pivot 41 — o
L]
O strongly agree O Extremely important : R =L — 45.% 1e
. . D D Vi ) rtant Service Quality Dimensions 8 1540 }%.. ce
Settlement service staff are polite Agree _ ery importan 5 >
and patient when delivering O Neither Agree nor Disagree [ Moderately important Newicomer Specific Dimensions £22 e
X O Disagree 0O slightly important — 29
services to me. O Strongly Disagree O Not at all Important Slient Satisfaction .
O Irrelevant to me O Not sure R —— 23 Low priority Possible
) overkill
O strongly agree O extremely important Summary for All Statements 25 28 31 34 37 4 43 46 49
Settlement service staff give me g Agree g Very important Performance
- - S Neither Agree nor Disagree [ Moderately important
their full attention when delivering O Disagree € g O slightly imzo rtgnt
o S e - e Tool 3: Continuous Improvement Plan
O Irrelevant to me O Not sure * p
0 strongly agree 0 xtremely important [
Settlement service staff provide Tl A€'e¢ D Veryimportant Staff Performance Dashboard ) (-
service durine hours that are O Neither Agree nor Disagree [ Moderately important | CoalRegon et Gne VeSO
. ¢ O Disagree O slightly important S les of Acti R Planned Acti . Planned Outcomes
convenient to me. O strongly Disagree O Not at all Important Description IPARating SelfRating P e;spp:rt'(;':::aﬁnv; enceto anned Action respe(:::i';)le completion  Thisincludes the
O Irrelevant to me O Not sure date results,
Settlement service staff are polite and patient | Keep Up
rongly agree remely importan when delivering services to me. - Agree or the Goo All the staff are courteous and treat clients
O strongly ag O Extremely important hen del he Good Il the staff d I
- (m} Agree O Very important Disagree Work  |Compliant fairly. N/A N/A N/A N/A
Settlement service staff are : z : Settlement service staff give me their full Keep Up
: O Neither Agree nor Disagree 0 Moderately important i =2 ) ) )
dependable and supportive when O i O slichtly i T attention when delivering services. - Agree or | the Good Staff are trained to be present and mindful
HR R Rt e I5agTee ) Igntly Importark Disagree Work  |Exceeding with clients. It is the main criteria for hiring. |N/A N/A N/A N/A
J . O strongly Disagree O Not at all Important Settlement service staff provide service during | | We had several complaints from clients that
O Irrelevant to me O Not sure hours that are convenient to me. - Agree or Priority the group sessions are at times that are not

Disagree Partially Comp|convenient to them. N/A N/A N/A N/A

Settlement service staff are dependable and Possible The IPA rating shows that this aspect is
supportive when delivering services to me. - Over kill Staff are provided with training on howto  |not important to clients. Empathy and

Agree or Disagree Exceeding show respect and support to all clients support are not on the client's top list. Program Directo|20/05/2023

Settlement service staff provide explanations and answer all | Keep Up the
of my questions when delivering services. - Agree or Disagree | Good Work

eding Staff give every client enough time for N/A N/A N/A N/A

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023




WIRED: EVALUATING SETTLEMENT
ONLINE (WESO)

The toolkit ensures that services are:
Client-Centered: Outcomes-Driven: R Effective Use of
Need: Resources:

e Tailored based on e Focuses on e Adapts swiftly to e Maximizes
direct client impactful, digital impact through
feedback. evidence-based transformations, smart resource
decisions. addressing new allocation,
evaluation highlighted in the
criteria for hybrid Excel-generated
services. Importance
Performance

Analysis Report.




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

Right Services Right Clients Right Time

e The WESO Client e WESO developed a digital e The WESO toolkit is
Questionnaire assess the literacy handbook, enabling particularly valuable in the
needs of clients in terms of clients to access online context of significant
service format preferences, services more easily and changes in settlement
digital ability, and barriers. with minimal barriers, services for both clients and
The questionnaire also helps enhancing their integration SPOs caused by COVID-19.
SPOs evaluate the quality of into society.

their hybrid services as well
as the Newcomer
acceptance for online
services.
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National Wired: Evaluating
Capital Region Settlement Online (WESO)

Appendix I: Readiness Assessment Tools

e Assessing Client Readiness For Hybrid Services

e Assessing Organizational Readiness For Hybrid Services

Quality Assessment Toolkit for Hybrid
Settlement Services in Canada: Appendix |

Readiness Assessment Tools

Wired: Evaluating Settlement Online (WESO)

P by [

Bell SmmiiEn, mameiese, O O () ymcaottawa.ca
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Capital Region Settlement Online (WESO) ' .

i

Appendix Il: Hybrid Work Resources Guide

. \\ \{)‘4.’*7_.‘«30

\

-

* Online Digital Literacy Resources

* Devices And Connectivity Programs
* Online Directory

* Resources In Your Community

Quality Assessment Toolkit for Hybrid
Settlement Services in Canada: Appendix Il * Resources For Survey Data Collection

Hybrid Work « Tips And Resources For Effective Hybrid
Resource Guide Work

Wired: Evaluating Settlement Online (WESO)

* Tools For Hybrid Work

and Crsensbip Caraca

COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 59




National Wired: Evaluating
Capital Region Settlement Online (WESO)

Appendix lll: 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.

Quality Assessment Toolkit for Hybrid
Settlement Services in Canada: Appendix Ill

Digital Skills Training:
Client Handbook

Wired: Evaluating Settlement Online (WESO)

Bl Do, Goree et ymcaottawa.ca
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Appendix lll: Promising Practices to Deliver High
Quality Hybrid Services

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

Quality Assessment Toolkit for Hybrid
Settlement Services in Canada: Appendix IV

Includes a brief overview of the WESO hybrid

service model and provides promising practices and
Promising Practices to Deliver tips for hybrid service delivery.
High Quality Hybrid Services

Wired: Evaluating Settlement Online (WESO)

Pty Poaee p

Bof orontvies veates ymcaottawa.ca
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-:i::t- SettleNet.org ‘Lean~  Connect~  Library~ Browse v B e O O

Wired: Evaluating = . @)%
Settlement Online (WESO) | ' ’

‘ Wired: Evaluating Settlement Online (WESO)

Open group % * 133 members
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0000 & & 00000 6 O L] L 113
............. (]
e o 00 O 0000 & o o0 [ 3.4
® 6 6 00 06 0 00 o (114
Stream About Events Topics Members Manage members

Create Event Create Topic Upcoming events
in the grou

group

Say something to the group

. O

No events to show.

All Upcoming events

+ Add images [ 25 Community v ] m

WESQO'’s SettleNet Group

Find us on Settlenet.org, an IRCC approved community of practice.
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slido

Join at slido.com
#2789693

(D Start presenting to display the joining instructions on this slide.



slido

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.



slido

We would love to hear your thoughts on
this training!

(@ Start presenting to display the poll results on this slide.



Questions?

Contact Information

Kbt Wired: Evaluating
Farah Khatta :
Director Farah.Khattab@ymcaottawa.ca Settlement Online (WESO)
v YMCA of the National Capital Region
Noha Zaher .
Noha.Zaher@ymcaottawa.ca (1 weso@ymcaottawa.ca
Researcher  +1613-291-8504
150 Isabella St. Suite 201,
Honey Uppa-l . 9 Ottawa, ON
Program Facilitator ~ Honey.uppal@ymcaottawa.ca K1S 1V7

Addis-Flore Iruhiriye  Addis.iruhiriye@ymcaottawa.ca
Outreach worker
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