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Our Gratitude and Land
Acknowledgement

With gratitude and respect, we would like to begin by acknowledging the
Musqueam, Squamish, and Tsleil-Waututh Peoples of the unceded traditional
territories that we are on. From coast to coast to coast, we acknowledge the
ancestral and unceded territory of all the Inuit, Métis, and First Nations people
who call this land home.

Our acknowledgement of this truth is a small but important part in honouring
and showing respect for the diverse histories and cultures of First Nations
peoples in Canada.

We also acknowledge colonial structures and the impact it has on all of our
work in the settlement area.



ABOUT SRDC

WHO WE ARE

The Social Research and Demonstration Corporation (SRDC) is a non-profit research
organization created specifically to develop, field test, and rigorously evaluate new
programs. Our two-part mission is to help policymakers and practitioners identify policies
and programs that improve the well-being of all Canadians, with a special concern for the
effects on the disadvantaged, and to raise the standards of evidence that are used in

assessing these policies.




WHAT WE DO

Q SURVEY DESIGN AND DATA
2 EXPERIMENTATION POLICY RESEARCH
Qﬂ E@ @@ MANAGEMENT
SRDC is a leader in policy SRDC applies methodologies to SRDC are experts in survey design and
experiments that rigorously evaluate the effectiveness of data management and has extensive
test innovative program ideas policies and new programs. experience surveying participants and
and delivery processes. following them over time.
o o (o) o
Y% STRENGTHENING ?j‘ﬁg KNOWLEDGE MOBILIZATION / PROGRAM EVALUATION AND
#ll capaciTy odto AND WORKSHOP N4y PERFORMANCE MEASUREMENT
~o0“ FACILITATION
SRDC'’s expertise in the design, _ _ SRDC offers a full range of program
SRDC is committed to
development, delivery and _ evaluation and performance measurement
ensuring that the knowledge
evaluation of a wide range of policy _ _ services addressing program design and
gained through our projects
interventions has made us a trusted _ _ development, delivery, outcomes, and
can be put into action by
partner of funders, service delivery Impacts.

funders, program managers,
organizations, policy analysts, and

_ practitioners, and participants. Q’?f;
program participants. SRm995RSA
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Today’s Session

* Defining Journey Mapping: Components, types and applications
* How we used Journey Mapping at SRDC
= TCLIP Wraparound Model of Care
= |nternational students’ transition to permanent residence in OLMCs

e Questions & Discussion




DEFINING JOURNEY MAPPING: COMPONENTS, TYPES AND APPLICATIONS

SRDCZSRSA
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What is Journey Mapping?

A method that showcases the steps that a participant takes in a process to accomplish a goal
o Combination of storytelling, visual design, and empathy

o Provides a complete idea of how participants interact with a particular experience or program or
service and have clear definitions of user pain points (i.e., challenges)

* Provide valuable insight into what it is like to walk in the participant’s footsteps

* Can help us highlight participant’s thoughts, feelings, and emotions, challenges or barriers, needs,
opportunities, and calls to action throughout each stage of their journey

e Has traditionally been used in the business sector (UX research), but recently been applied to
social science and evaluation

e Can be conducted in-person or virtually; individually or in groups
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Components of a Journey Map

* Area of focus (e.g., newcomer’s journey through the healthcare system, international student’s
experience of racism & discrimination)

* Time points or phases of interest

 E.g.,, Newcomer’s health and wellness: Zero to four weeks — one to six months — between six months
and two years of arrival [5].

* E.g., Youth development program: Pre-enrollment — enroliment — orientation — club experience —
activities outside club [s].

* Actions, mindsets, and emotions
* Opportunities

e List of questions to guide journey mapping

SRDC3.SRGA
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Journey Mapping in Research and Evaluation

mad Healthcare / patient experience

ml  YOUth engagement

T




JOURNEY MAPPING ACTIVITY
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Interactive Activity: Pathways to Prosperity Journey Map

Let’s do a quick and simple journey mapping activity together!

* Reflect on your Pathways to Prosperity experience so far...
* Step 1: Getting to P2P

* Registering for the conference

Booking travel and hotels (or if you're from BC, think about how you got here this morning)
Planning which sessions, workshops, or networking events to attend
* Step 2: Attending today/Monday’s conference

* Arriving at the conference and checking in

* Attending keynote sessions & workshops

e How was lunch?

* Engaging with speakers & networking
* Step 3: Looking forward to second day of conference

* Attending keynote sessions & workshops

Who will you engage with tomorrow?

* Reflect on energy levels SRUC.
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Step 1: Getting to
P2P

You can also use
Menti to
participate in this
activity!

Scan the code
below or go to
www.mentimeter.
com and enter
1842 1235

Needs and
pains:

Feelings:

Opportunities:

Step 2: Attending

Monday sessions

Actions:

Step 3: Thinking

about

tomorrow...

Actions:

Needs and
pains:

Needs and
pains:

Feelings:

N

Opportunities:

Feelings:

y

y

N

Opportunities:

)
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http://www.mentimeter.com/
http://www.mentimeter.com/

HOW WE USED JOURNEY MAPPING AT SRDC
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Tri-Cities Wrap Around Model of Care for Mental Health in Immigrant Families

 Aim: To enhance the capacity of service providers and organizations to promote
mental health in safe, effective and trauma-informed ways and to implement a
coordinated model of care that would promote mental health in postpartum
immigrant women and their families. S.U.C.C.E.S.S.

* Funded by the Public Health Agency of Canada (PHAC)
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 S.U.C.C.E.S.S. and Tri-Cities Local Immigration Partnership delivered the project
between August 2022 and March 31, 2024

 SRDC conducted an evaluation of this project
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Tri-Cities Wrap Around Model of Care for Mental Health in Immigrant Families
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* Objectives:

= To enhance the capacity of service providers to promote mental health in service
delivery

= To raise the awareness of the importance of mental health in culturally appropriate
ways for families with children aged 0-6 in the Tri-Cities

= To increase the accessibility of community mental health supports and services for

immigrant families from the Tri-Cities with children aged 0-6 using a wraparound
model

= Mobilize knowledge through the Knowledge Hub and Community of Practice
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Tri-Cities Wrap Around Model of Care for Mental Health in Immigrant Families

* To build capacity for newcomer families...

* Developed culturally appropriate tools and resources, and community events for mental
health promotion
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* |Implemented mental health promotion and education in early years’ programs

* Implemented wraparound services, including needs assessments and 1-on-1 sessions, and
other programs

* Services offered in Mandarin, Cantonese, Korean, and Farsi

SRDC3.SRGA
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Tri-Cities Wrap Around Model of Care for Mental Health in Immigrant Families

 MECD staff conducted four in-person Journey Mapping sessions with one newcomer
client per language group who had participated in one-on-one supports

* Training supports and data collection tools provided by SRDC
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Aim: To visually understand the process that newcomer clients underwent to access
one-on-one supports with MECD staff, and how it may have contributed to increasing
the newcomer client’s understanding and awareness of mental health
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I feel like 'm the anly

one in the family who

takes care of the

children and
household.” Q
“l am simply unhappy

and can't articulate my
emotions. | am awars
that | am not happy, but
I'don't know what is
making me that
wrthappy.”

-

trust?”

weak?”
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“Is the MECD staff
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“Will | be perceived as
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MECD =taff

Newcomer mother
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problems that | am fasing. Other

to Canada

Meed mental health ane ’.-“'“'"‘
parenting sUpPOrts in my own
language

Fealing fraquently sad and
depressed but needing to put
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Difficult finding infermation
about avalable services
Faeling lost and isolated
Challenges communicating
with spouse about lealings

+ Lack of family and friends to
rely on

* Mot feeling sale sharing my
story with my cormmunity
[lear of gossip and
judigment)

= Difficulty finding childcare

Difficulty securately
expressing feelings
and thoughts in
English

Finding out abaut one-on-one
sefvices at SIULCCESS
*+ Referrals from friends who
accessed SUpPOrs from
SUCCESSE
* Sell-zearch on Google
= Doctors office
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promation of
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* Feeling scared and
vulnerable
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MECT staff is ermpathetic
and understanding of my
neads and cancems

ooo0
t-1-1-]

.

s

“Should | be sharing so
much information and
thoughts?”

MNead for
services/progr
ams with
interpreters,

“Ieel like Fmnot =
alavse i my -
thoughts ”

“Ies seen”

=

staff

= All About Emnotions
* Nobody's Perfect
= Farent-Child Mother
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A dont wand 1o keap
complaining without
making any progress.
What g rmy mext
step™”

mathers are also experiencing similar
challenges as me.”
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Refarral to participate in .
other SUCCESS programs .
and activites by MECD
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Saervices outside of SUCCESS

= Ermployes fssistance Program
{EAP)
Healthy Babies Healthy Children
(HBHC)
Baby and Me
Ministry of Children and Family
Development (MCFD)
* Wancouver & Lower Mainland
Multiculneral Famiy Support
Serdices Society (VLMFEE)
Family doctor

Alver the lirst one-on—
one session
= Fealing alotof
different emetions:
sadness, distressed,

= Crying a lot

Firat time meeting MECD stall face-to-

face

* Friendly and welcorming sraff

emotions

.

Mot feeling rushed
Caitious about my choics of wosds
and confused sbout all my

“Thers's So many

Brnotiong comkng out
of me, and it's making
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life and eusrent struggles as a

newcomer mother and parenting

.

Feeling understood and
encowaged to continue sharing
Hearing MECD atall's awn
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rnather

MNeed clearsr
expectations
and purpose
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session with MECD stall

* Conmfortable sharing to MECD
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Mo cost to receive one-on-one
services

“I can get the help and support
that my child snd | need without
worrying about expressing myself
accurately in English.”

Speaking with friends
(o) O and co-warkars with

Continuing to eccess programs and
activities at SUCCESS

Maternal Mental Health of Newcomer Women Journey Mapping
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= Sympathy, affirmations and
encoursgement frorm MECD stafl
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More conversations between
spouge and | even about difficult
topics

Increase in awarenass af my swn
emations, especially when
communicating with childran
Increase in self-canfidence in
parenting

Parenting is a shared responsibility
and | should not have o ke on all
the responsibiities

Changes in myself

s Developing salf-confidence and
mncrease in sell-esteem

* Able to manage my anxiety and stress
with tools | abtained fram MECD stall

= Awareness of the importance of Emking
care of iy phiysical and mental health

i

Feeling eormlortable talking sbout

iy challenges, worries ane

insecurities to MECD stalil

* Sense of relief

+ Gaining confligence in taking care af
ey ehild

* Acknowledging that there are happy

and challenging maments of

parenthood, and it is ok to anjoy the

happy moments

T emjoying being &
mather.”

+ Commvanicating with my
child with patience and
lowe, and being able to
SUDROrT their needs

TRI-CITIES LOCAL MIGRATION PARTNE

Need for more
GRE-BR-ane

supports

My conversations with my
spouse used ta be ke
debates. Mow we lizten amd
ungevstand eash asther.”

TCLIP

SHIP
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Developing rmy
DWW SUpROrT
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as well as mine additional
SUpRart
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centinue growth
and develop new

.

Fealing hopetu for ry
family and I's future

I rove mEnts in my
rnental and physical health
Understanding the
importance of my mental
health

Caonfidence in parenting
Appreciating mysell
IFriravements in my
ralationghip with my
spause and chid

= Enjoying time with iy
Farmily

“1 dan't need to be parfect.”

<V kmow | can ask for halp
fram my spouse or
serices avalable to e
when l'm feeling snxous or
nerveus.”

.

.

.

Ongoing jourmey

= Suppaorts fram spouse and
Triends
Cantisuing Lo meet ather
rmothers
Attending commuanity
activities
Contimuing to see clinical
eounsellars

.

“The most important
achievement | can say s that
roday | zan live with more
confidence and be a mother
oy chald.”

-
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Tri-Cities Wrap Around Model of Care for Mental Health in Immigrant Families

Helps to organize and conclude experience in
the program
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journey
. . . ing the ch lient’s h
Q Empowerlng and valldatlng Understandlngt e changes client’s have

experienced

experience Acknowledging personal growth

. . Safe space for self-refection

Increase in self-reflection o

Better sense of future direction

SRDC--SRSA
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Tri-Cities Wrap Around Model of Care for Mental Health in Immigrant Families

L]

Positive and constructive process

Great opportunity to evaluate and
review the one-to-one sessions with
clients

Validation of work

Powerful trusting relationship
helped client to share openly and
deeply about their feelings. It was
also a safe place for them to self-
reflect

N

\

Suggestions for further use of
Journey Mapping

Good tool to help clients with self-
reflection and insights

Good tool to evaluate one-on-one and
group programs

Provides validation of clients’ experiences

Further considerations

Need for multi-tasking skills

Need for staff to have same language and
culture

Mindful of role as facilitators

SRDC3.SRGA
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International Students’ Transition To Permanent Residence In OLMCs

Mixed methods research project funded by Immigration, Refugees and Citizenship Canada (IRCC)

= Aim: Gain a better understanding of the factors that motivate international students to settle, or
not, permanently in OLMC s, as well as the difficulties they may face in the transition process, for
those who choose to settle within an OLMC.

= OLMCGCs are communities whose mother tongue or official language is not the same as the official
language of the province or territory in which they are located.

=  French communities outside of Québec and English communities within Québec

* This project focused on the communities of Moncton, NB, and Sherbrooke/Lennoxville, QC
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International Students’ Transition To Permanent Residence In OLMCs —
Context

= Whether English- or French-speaking, Canada's OLMCs face challenges that retaining international
students could help address.

=  (Obtaining permanent residency is a common aspiration for many international students in Canada,
with various pathways to achieve it. However, the process can vary according to their region of
residence and academic background.

= To qualify for permanent residency, international students must first complete a program of study
lasting a minimum of eight months and obtain a diploma. After graduation, they can apply for the
Post-Graduation Work Permit (PGWP), an open work permit for up to three years, which allows
them to work in Canada and gain the work experience needed to qualify for immigration programs
such as Express Entry or provincial immigration programs.

= |n addition to these main pathways to permanent residency for international students, there are
specific measures, or reliefs, to ease the transition to permanent residency for international
students living in an OLMC.
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International Students’ Transition To Permanent Residence In OLMCs — Methodology

= Targeted literature review

= A statistical portrait of international students in OLMCs has been drawn up using IRCC
administrative data.

= This portrait covers various variables (age, level of education, linguistic profile, region of origin, etc.)
as well as their evolution over time (2013-2022).

" Interviews with stakeholders supporting international students:

= Postsecondary institutions: three interviews/discussion groups with eight people

= Service provider organization: one discussion group with three people delivering services
" [nterviews with international students:

= 13 from Moncton and 14 from Sherbrooke; a mix of college and university level students

SRDC3.SRGA
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How we used Journey Mapping in this project

= We used journey
mapping as a tool
for international
students and
stakeholders to Ve e S EE—

- INTEGRATION INTO THE — WORK PERMIT AMD JOB OLMC: THE APPLICATION

think about the aion oune e Sesech St
different steps of e

an international s

student’s pathway —

from deciding to -

come study in that — resouRes vz

particular >
community to AN X AT Tas s
transitioning or not
to permanent
resident status. ——

PERMAMENTLY M AN

Journey to permanent residency

SRDC:/-SRSA

INNOVATION « EXPERIMENTATION » EVALUATION




From moving from
home to the end of
the studies

Canady: often Influencead by the repuistion of the
education sysbem, career opporiunities and family
recommendations. Stedents choose thelr Instfutions
based on cost, lEnguage and speciic programs,
aRhough some amive without & thorough knowledge of
Iocal Ienguage requirements.

DESCRIFTION DLMC: Pricrties vary from city to ciby.
For hioncion - blingualism Is 3 major sttraction,
especially Tor French-spesking students who wish to
ratain the use of French while having an English-
Epeaking amdronment within reach.
For Sherbrooke -
)
T
EMOTIONS AND - +
FEELINGS
—3
= Thera Is some apprenension about the complexity
e of eaministrative procedures.
= Online resaanch
AVAILABLE = Agvice Trom family and friends
RESOURCES « Information from student forwms and Immig ration
advisors &t Canadian unhversiies
I zan speak French and lcarn English af the
same ome. | really e the f2ct that French
and English go hand in hand.
acoualy went b & Fremch school im iy,
IN THE WORDE OF ( wihich is whyr | decided ater oo come to
PARTICIFANTS uchec, because | did notwant w lose the

rench, but also keep my English amund

Aurival In an OLMC often Imvolves a perlod
iof culbural and Bnguistic ecapistion, marked
biy challenges In eocessing essential
SEMVICES.

Faclitating factors:
= Social and community networks
* Support from the postseconcary
Institution
= ResMlance end sdaptation

Hindaring Tactors:
= |solstion
= Linguistic barriers
= Discrimination end raciem

&

{bamking, housing, telephona) without
surficient Institudional support;
» LEnguage barrar;
Soclal lsolation due fo cuttural and
linguistic differences

Heilp from relathies, soclal networks or
friznds; Orientation senvices offered by
Institution

Community groups of the same origin
&5 shudants.

= Lenguage courses offeraed by the
unheersity;

Peear networks (often of other
International students);

Soclal aciivities organized by student
and community associstions.

I'®as cky o hawve:
fricrads o may

commarity wha showed

= around and Rodped

%

' When thesy undersiood that | cannot
¢ =peak French, they teld me S yow can’t
i.\‘_ speak Fronch, why ane you hem?

Adminisirative procedures for satting up

There are two major concerns In the
Ives of intermational students in
OLMACs, &s there ane for
Intemational students In genarsl.

International shudents struggle to
Jumaie their studies with thelr
Anancial nesds. which often keads
them fo take on pari-iime jobs, very
often outside their fisid of study, In
order to meat thedr basic nesds.

& B

= High cost of Iving and tultion
Tees.

= FAnding a part-time job remalns
a challenge, especially for
students who &re not fluent In
French {In Sherbrooke) o
English {In Moncton).

* [For some, on-campus jobs

= Empiloyment supports ofered by
the Insttution

= Refarrais: from friends. and Tamilty

Fainy a job ook me morifie, and
1 ey gl o= Bwough a fnend's
resberral.
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From the end of the

studies to
permanent
residence

at the end of their stucses, students
apiply Tor 3 Post-Gradustion Work
Pearmit (PEWF). which aliows them to
siay temporarly In Canada. ARhowugh
they understand the basic steps
Invohed, many express diculties with
the kack of kegal support and
sdministraetive complexities.

Finding a Job In thair fisid |5 cruclal to
the PR appilication. Howsever, many
sfudents have high requirements, such
&5 proficiency In French In Quebsc snd
English outsioe Quebec.

S oQr

= Administrative procedures can be
complex

= Information and workshops offered
by the Instiution

= Dme-off, Non-personallzed aovice
from immigration
often from government, during
workshops at Insthutions

= Professional networks such as
Linkedin and alumnl events:

= Participation In carser falre and |ob
search workshops offersd by the
Insttution

= Support from other Intemationsl
students

According o a

institution employes, it's a “fairly
straightforsard” process whose
“conditions are easy o meet”.

W' gainy 1o Lake rmons
e and be rmone
corrglicaled karning
French al the next
Iy,

The two sides of the
Bnguistic dimension

The challenges of
social Integration

Logistical challsnges
and imited affordable
nhousing

1 think thal whesn you
oo beere, these's a
tesire b selile in

Infernational students who come to study
In Moncion or Sherbrooke often consider
the possiolitty of obtalning permansnt
residency (PR) o ensura their

professional steblity snd ieke advantage
of caresr opportunities In Canada

This aspirsfion fo stay permanentiy
usuEly takes shape during thelr shudies,
Infiuenced by thelr local experiences,
eetablished personal relstionships and
Job prospects. For some, the decislon
tEkes shape over time.

= French languapge skilis often requirsd
for PR programs In Quebec;

= High cost of legal services. making
the process compilex and dimicult o
navigsie without professional halp;

« Canadlan work exparience
requiremeands. In fieid of sbudy.

= Various permanent residency (PR}
programs, but thelr cholce oftan
depends on spechlc criterta and
personal droumstances

= Information end workshops provided
by instRutions or by the governmend,
sithough these are ofien foo general

= Support from family and frisnds

G, becavse | don't spesi English and |
thirk it wall B elilicdl Lo o in Moncion
ittt Englisi.

S———

| e e city, Poe gob oy ke oomes, Fee
gl irey habils, its here. e Been o a ey
by e, e Farous Montreal, Toronia,
thaat'ss rice, Bl 1 bespagry i ey Bl Losen,
=13 | chan't resally s

Gresler Moncion, arud
then there's Lhe
resality of Lhe dlficully
ol Tenfing a job.
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Questions or Thoughts?

Questions for discussion:

* How do you think journey mapping can help improve the services you provide to
your clients?

 What are some unique challenges that clients face when seeking services with
your organization? How might journey mapping help address these challenges?

* Do you see yourself or your organization using journey mapping in the future?
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Thank youl!

You can visit https://www.srdc.org/ to learn more.

Julie Rodier, Principal Research Associate: [rodier@srdc.org

Sol Park, Research Associate: spark@srdc.org

And come hear about the Employment Pathways in Canada- Health Careers (EPIC-
HC): a pilot research project tomorrow @ 11:15 AM (Seymour)!
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