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WESO 

Wired: Evaluating Settlement Online (WESO) is a Settlement Delivery Improvement (SDI) research 
project hosted by the YMCA of the National Capital Region and funded by Immigration, Refugees, and 
Citizenship Canada (IRCC). 

WESO aims to empower Settlement Provider Organizations (SPO) to thrive in their hybrid services 
delivery by equipping them with a toolkit that WESO has created for evaluating their Hybrid Settlement 
services and improve newcomer’s overall settlement experience.

 To create this toolkit, we have done extensive and systematic research, using both quantitative and 
qualitative methods and using surveys, focus groups and experiments to explore the dimensions and 
main drivers that affect newcomers’ acceptance for using online resource.

Additionally, we created additional resources to support SPO transition to hybrid service model and 
developed a digital training handbook for clients to support newcomers 



WIRED: EVALUATING SETTLEMENT 
ONLINE (WESO)



Stages of Model Development
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Client surveys were analyzed 
by SPSS and AMOS 
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WESO Hybrid Se-lement Service Model: 
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TOOL 1:
Hybrid Service Quality (HYSQUAL) Client QuesFonnaire

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

TOOL 3:
ConFnuous Improvement Plan

Quality Assessment Toolkit for Hybrid Se:lement 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.
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A Visual Representa/on for the Hybrid Service Quality (HYSQUAL) Client Ques/onnaire
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The IPA Matrix 
classifies 
statements into 4 
Quadrants with 
recommendaCons

Quadrant A: Needs Improvement
Low performance - High importance.
RecommendaFon: 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

Outcomes of the Importance Performance Analysis



COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 11

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

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

Quadrant C: Low Priority
Low performance - Low importance. 
RecommendaFon: 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!
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Tool 3: Continuous Improvement Plan

Tool 1: Client Ques8onnaire

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
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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!



COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 17

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 ConnecFvity Programs

• Online Directory

• Resources In Your Community

• Resources For Survey Data CollecFon

• Tips And Resources For EffecFve 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 Prac8ces to Deliver High 
Quality Hybrid Services

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

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



COPYRIGHT © YMCA OF THE NATIONAL CAPITAL REGION 2023 21

Core Module
Introduc)on to WESO Quality Assessment Framework 
and Tools

Optional Modules
Questionnaire Design (Data Collection)
Data Collection (Data Collection) 
Questionnaire Data Analysis with Excel (Data Analysis)



1 Infographics

Blogs and working papers

Networking with Partners, 
Organizing Webinars, Presen<ng at 
Conferences and ac<vely involve 
stakeholders throughout the 
research process

WESO Web Page

Knowledge 
Mobilization

3

2

4

Translation to French5

http://www.ymcaottawa.ca/weso
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Academic Research and Settlement Sector 
Practices Gap:
- Academic studies may not always address the immediate, practical needs of service providers. 

- Fostering collaborations where researchers actively engage with practitioners, ensuring research 
outcomes are relevant, accessible, and applicable to real-world scenarios. 

- More efforts in translating academic knowledge into actionable strategies for the benefit of the 
settlement sector.


