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This Welcoming Spaces Final Report (MOSAIC) outlines the work completed by the MOSAIC "
consultant in collaboration with staff from Family Services of Greater Vancouver related to E:: I
the Welcoming Spaces component of the New Westminster: WCP Community Action perayryre

Plan. The goal of this initiative was to “create welcoming and inclusive environments
within institutions and organizations” as well as “to create more welcoming public e

spaces in the community for new immigrants.” The objective was to “enhance access to government
and community services for new immigrants and “to foster intercultural interaction and mutual trust.”
This initiative was designed to assist organizations in New Westminster who provide services accessed
by immigrants to “improve organizational policies and practices related to the inclusion of new
immigrants” and “create more welcoming spaces by facilitating dialogue between decision-makers and
new immigrants.” The assessment tool developed and tested with various organizations within the
community, provided them with an overview of how welcoming and inclusive their facilities and staff
are perceived from the perspective of members of the immigrant community. The intent of the
assessments were to inform organizations about how to develop more ‘welcoming spaces’ for new
immigrants, through the sharing and incorporating of leading and promising practices identified in the

various facilities and services of participating New Westminster organizations.

One of the initial activities of the team working on the Welcoming Spaces Initiative was the
development of documents evidencing the value that immigrants bring to communities. The staff from
Family Services of Greater Vancouver developed a document titled “Myths and Facts of Immigration in
Canada”, on which the MOSAIC consultant provided feedback and in turn created a two page handout
summarizing the Benefits of Immigration to Communities (See Appendix A: Benefits of Immigration to
Communities).

The MOSAIC consultant, after reviewing a variety of existing assessment and audit resources, in
collaboration with staff from Family Services of Greater Vancouver developed a customized assessment
tool through a consultation process with new immigrants and community professionals who provide
services to them in New Westminster. The assessment tool was designed from the perspective of what
new Canadians found welcoming and inclusive within the various facilities and services they have
connected with over the process of their integration into the community. This included a review of
services, program promotion, facilities, staffing and provision of services within community-based
facilities.

The process to develop the assessment tool included a review of literature on various organizational
survey and assessment models pertaining to welcoming spaces (See Appendix B: Welcoming Spaces
Bibliography). It was followed by three focus groups; one with immigrant serving community
professionals, as well as two focus groups comprised of immigrants, including those who have recently
arrived in Canada. The focus group attendees provided valuable feedback that was incorporated into
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the development of the assessment tool utilized in the surveys (See Appendix C: Immigrant Serving
Community Professionals Focus Group Responses; Appendix D: Immigrant Focus Group Responses).

After developing a draft assessment tool, the consultant supported two training -:_l
sessions designed to prepare the immigrants who had agreed to act as surveyors.

Surveyor trainees were taught how to approach both the facilities as well as staff
of the organizations, how to ask questions utilizing the survey tool and how to
assess various components of the facility. In the initial group, the trainers found
that the immigrant participants had difficulty grasping the concept of an
organizational assessment in a classroom setting without demonstrating
practically how to use the assessment tool. Consequently, it was decided to use
the facility in which the training was taking place, as a working model of a facility
under assessment. The trainees were taken outside the building and instructed
on how to use the assessment tool sequentially first by approaching the facility, assessing accessibility

(signage, parking, access to transit, etc.), then walking inside to the reception area to continue the
assessment on how welcoming and inclusive the services, staff and facilities were (e.g. reception area
set up, greeting by staff, languages spoken, etc.). This step-by-step assessment training approach
provided the trainees with a practical overview of the assessment process which better prepared them
to conduct the surveys on the sites they were assigned. After completing the training, the assessment
tool was further revised to include an instructional guide with step-by-step procedures specifically
designed to support the immigrant surveyors who were conducting the organizational assessments
(See Appendix E: Immigrant Assessment Team Package).

The MOSAIC consultant assisted staff from Family Services of Greater Vancouver in identifying and
contacting organizations willing to participate in the assessments of welcoming spaces. Although only 5
sites were required for assessment, seven organizations agreed to participate :
including municipal government facilities, public and private community colleges, a
not-for-profit organization as well as a community centre (Century House, Douglas
College, Sprott-Shaw Community College, Lower Mainland Purpose Society, New

Westminster Police, New Westminster City Hall, New Westminster Public Library).
The consultant attended the initial assessment survey of the New Westminster Library to mentor the
immigrant surveyors and as well participated in the collation of the data and debriefing of the findings
including the identification of promising practices as well as the development of suggestions on how
the facilities, services and staffing might be improved. The additional six surveys were conducted with
information reviewed and compiled to support the development of a synopsis of findings for each of
the participating organizations as well as the final project report.
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As part of the initiative’s dialogues between decision makers and new
immigrants, presentations were delivered to various community groups
including: City Multicultural Advisory Committee, New Westminster Chamber of
Commerce, New West WINS, etc. These presentations were organized by the

Family Services of Greater Vancouver staff to share the initial findings from the
surveys as well as recommendations for action. The MOSAIC consultant attended the presentation to
the New Westminster School District in which the Board committed to using the assessment tool and
findings of the Welcoming Spaces Initiative to support its strategic planning process to make the School
District’s facilities and staff more welcoming to immigrant parents and their children.

The team met with the immigrant surveyors for the final debriefing of =™

the Welcoming Spaces Initiative and discussed various features of the
final report to New Westminster WINS. In the discussions with the
Family Services of Greater Vancouver staff, and the immigrant _
surveyors, it was determined that the assessment tool needed further |
refinement related both to the structure and sequencing of questions, as well as the utilization of more
rating and simplified language in the questions. Taking this feedback into consideration, the MOSAIC
consultant revised the assessment tool as a “self-assessment” resource that could be utilized by any
organization or institution to review and evaluate how welcoming and inclusive their facilities and
services are structured. (See Appendix F: Welcoming Spaces Organizational Self-Assessment Tool).

The final report developed by the team led by Family Services of Greater Vancouver included compiled
assessment results from the seven assessment surveys including examples of promising practices
identified through the individual surveys. The findings were shared with those who participated in the
project, along with other community-based agencies and institutions across New Westminster
highlighting promising practices, ideas and concepts on how community organizations can adopt
policies and practices related to welcoming spaces for new immigrants. As a lasting legacy, the
Welcoming Spaces Organizational Self-Assessment Tool is being made available to other organizations
and institutions across the community to assist them in undertaking their own “self-assessments” of
their facilities and services to support them becoming more welcoming and inclusive spaces for new
immigrants.
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See Appendix A: Benefits of Immigration to Communities
Benefits of Immigration to Communities

Contributing to the Economy
“Immigrants bring money with them and stimulate the economy with their spending and contribution to taxes.”
® |Immigrants applying as an Investor under the Business class immigration must have a net worth of at
least $800,000 Canadian dollars, and are required to make an investment of $400,000 Canadian
dollars in approved projects in Canada

e Sixty-per cent of investor-class immigrants to Canada settle in Vancouver and immigrants in the
skilled worker class account for the largest number of immigrants to B.C
“Immigrants lower the mean age of the population and increase population growth.”
® Only 1.1% of population growth can be attributed to new births from Canadian-born women;
immigration is Canada’s main source of population growth
® Immigration last year (2012) explained two-thirds of Canada’s population growth of 1.2 per cent,
well ahead of the 0.7 per cent and 0.3 per cent seen in the United States and the euro zone
e According to Statistics Canada, immigration represents close to 70% of Canada’s current population
growth, up dramatically from just under 20% in 1976
“Immigrants bring upon innovative thinking and diverse ways to tackle problems.”
e 13% of Members of Parliament are foreign-born
e  35% of university chairs in Canada are immigrants
“Immigrants share the ability to speak multiple languages and enhance the customer communication options in
Canadian businesses.”
®  More than 63% of New Westminster’s population can speak more than one language
e Companies with culturally diverse staff may use languages, expertise and cultural knowledge of their
staff to expand their business

Strengthening the Community
“Immigrants contribute to the cultural diversity of communities and enhance the fabric of its heritage.”
¢ New Westminster hosts an annual Multicultural Festival and there are a wide variety of multicultural
and ethnic specific festivals in surrounding communities (Surrey, Burnaby, Vancouver, Richmond)
® 200 ethnic origins were identified by Canadians in the 2006 Census. This increasingly multicultural
nature of the Canadian population opens up many opportunities for food producers and processors,
as well as those in the foodservice industry, who are able to meet the need for ethnic and specialty
products
“New immigrants help to lower crime rates with their commitment to education, their values, and their desire to
integrate into society.”
¢ Neighbourhoods with new immigrants have the lowest crime rates
¢ Half of Toronto’s population now consists of those born outside Canada; notably, the city’s crime rate
has dropped by 50 percent since 1991, and is significantly lower than that of the country as a whole
“Immigrants are eager to give back through volunteering and supporting community members and other

immigrants.”

L
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® Immigrants who donated to charity contributed more money on average: in 2010, they gave an
average of $554, compared with $409 for the Canadian-born

®  Moreover, immigrants as a whole donated a larger percentage of their household income. They gave
1% on average, while Canadian-born donors gave about 0.7% of their pre-tax household income

“Immigrants are proud to call Canada their home.”

® Qver 75% of people living in New Westminster are Canadian citizens

e According to Environics Institute Survey, 88 per cent of respondents who were born outside Canada
said they were very proud to be Canadian, compared with 81 per cent of those born here

¢ The most recent census data reveals that 72% of immigrants own their own homes, up from 68% in
2001; with the largest increase came among those living in Canada for less than 10 years, suggesting
that immigrants are buying homes more quickly than ever before

Building the Workforce
“Immigrants are highly educated and skilled to meet job shortages and integrate into the labour force quickly.”

® QOver 69% of landed immigrants have a post-secondary credential; 31.2% of immigrants in New
Westminster have a bachelor’s degree or above

® Internationally educated and experienced candidates offer employers a talent pool of highly skilled
workers to address labor shortages and fill BC’s need for skilled workers

“Many business-class immigrants are entrepreneurs and create work for local people as well as international
exporting.”

® Forevery 10% increase in immigration, there is a 1% increase in exports

e About 17% of immigrant working men are self-employed

“Immigrants are eager to find work and become contributing members of society.”

e According to the Immigrant Employment Council of BC, “immigrants will become an increasingly
important source of skilled employees. By 2011, immigrants are expected to account for 100% of
net labour force growth in Canada."

® |mmigrants are involved in high-growth industries such as engineering, construction and skilled
trades or are arriving as investors

e Ethnocultural community will become a majority group in Toronto and Vancouver by 2031 come
true, immigrants as a whole (regardless of ethnicity or source country) will continue to shape the
future of this country and its labour market (roughly one in every three people in the labour force
could be foreign-born)

Quotes and Stats drawn from:

The 10 Myths of Immigration: www.TheSpec.com

Gignac, Clement (Oct 7, 2013) For Canada, immigration is a key to prosperity. The Globe and Mail

Get in the Know! (2011). Orientation, Retention and Promotion. A Guide for Building Welcoming and Inclusive
Workplaces for New Immigrant Workers. DiverseCity and PEERs Employment and Education Resources.
http://www.statcan.gc.ca/pub/11-008-x/2012001/article/11669-eng.htm
http://www.cbc.ca/news/canada/immigrants-the-proudest-canadians-poll-suggests-1.1225782
http://islandlifestyle.ca/the-positive-economic-impact-of-immigration-in-bc/
http://en.wikipedia.org/wiki/Economic_impact of immigration to Canada
http://canadianimmigrant.ca/immigrate/new-policies-could-change-the-demographics-of-canada
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See Appendix B: Welcoming Spaces Bibliography
Bibliography

Characteristics of Welcoming Spaces

American Planning
Association

http://www.planning.o
rg/greatplaces/spaces/
characteristics.htm

The Great Places In America: Public Spaces is an
opportunity for Americans to identify great
public spaces that they know. Within the
guidelines for this designation is an outline of
how to evaluate the characteristics of great
public spaces.

Citizenship and
Immigration
Canada

http://stage01.commer
x.com/krystal/clip/wp-
content/uploads/2013/
04/Characteristics-of-a-

Welcoming-
Community-11.pdf

The Characteristics of a Welcoming Community
report touches on the key characteristics of
welcoming communities and includes a section
on capitalizing on opportunities for using public
spaces and recreational facilities.

Council of Europe

http://www.coe.int/t/d

g4/cultureheritage/cult

ure/cities/Principles|Cp
lace-making.pdf

Intercultural Placemaking summarizes the
principles, practices, and opportunities for
creating spaces that attract a diverse group of
people.

Julian Agyeman

http://julianagyeman.c
om/2012/11/intercultu
ralism-and-culturally-
inclusive-space/

http://julianagyeman.c
om/2012/11/intercultu
ralism-and-culturally-
inclusive-space-ii/

http://julianagyeman.c
om/2010/10/inclusive-
or-exclusive-spaces/

Julian Agyeman explores creating culturally
inclusive spaces on his blog Just Sustainabilities.
These are a series of blog posts that explore what
exclusive and inclusive places look like.

Mount Holyoke

https://www.mtholyok

e.edu/studentprogram

s/eventplanning/inclusi
ve

This guide to Creating More Inclusive Events
touches on the cultural considerations that need
to be addressed when planning a student event,
with mention to facilities.

Newcastle

http://www.newcastle.
edu.au/Resources/Divis

The Culturally Inclusive Environment sheet is a
resource for teaching staff at Newcastle
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University

ions/Academic/Equity%

20and%20Diversity/Do

cuments/CDIP/GIF1.pdf

University. It shares the Diversity Wheel as a
way to understand the primary and secondary
dimensions of diversity.

Ontario Ministry of

http://www.whiwh.co

The Building Inclusive Communities Tips Tool:
How to ensure your organization includes
everyone is a guide to including ethnoracial

principles.asp

Citizenship m/BIC tips.pdf people with disabilities to participate in society.
It touches on accessibility tips for physical
facilities.

. http://www.placemaki 11 Principles of Placemaking shares how to create
Placemaking . a place through a people-centered approach to
. ngchicago.com/about/ . > . .
Chicago planning, designing and managing of public

spaces.

Project For Public
Spaces

http://www.pps.org/re
ference/diversityinpubl

icspaces/

8 Lessons to Promote Diversity in Public Places
outlines the lessons of a major research initiative
that sought to discover how civic institutions
could better engage a wide range of cultural and
socioeconomic groups.

Project For Public

http://www.pps.org/re

What Makes A Successful Place? outlines the 4 key
qualities of successful public places: accessible,
uses and activities, comfortable, and sociable.

(Sustainable and
Accessible Urban
Landscapes)

http://www.saulproject

.net

Spaces ference/grplacefeat/  The website outlines successful characteristics of
all types of public spaces: civic spaces, markets,
campuses, city squares, etc.

The SAUL Project, Socially Inclusive Spaces reports on the SAUL

Project’s discoveries on how to create socially
inclusive spaces in six European funded green
spaces.

University of
Washington

http://www.washingto
n.edu/doit/Brochures/
Programs/equal access

_spaces.html

Equal Access: Universal Design of Physical Spaces
outlines the principles and process of universal
design to create inclusive spaces.

University of
Western Sydney &
Penrith City Council

http://www.uws.edu.a
u/ data/assets/pdf fil

e/0008/46367/0ut _a
nd About Final Repo

rt with Appendices.pd
f

Out & About In Penrith: Universal Design and
Cultural Context is the final report of a research
project that aimed to overcome the
marginalization of people with diverse abilities
by designing facilities and spaces physically and
culturally accessible to all.
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Appendix C: Immigrant Serving Community Professionals Focus Group
Responses

Welcoming Spaces

Structural:

The layout of spaces and facilities to promote social connectivity and interaction of diverse populations (community
kitchen, music presentation stages)

From your experience and perspective as an immigrant serving community professional, what challenges and opportunities do
you face pertaining to the layout of spaces and facilities to promote social connectivity and interaction of diverse populations in
New Westminster?

Immigrant Serving Community Professionals’ Perspective

e |n the discussion after the workshop concluded, one of the participants noted that in his workplace, the kitchen
area was a common space used by both staff and clients to prepare and eat lunch. A client had commented
that their most memorable moments were the casual conversations they had with staff in this environment.
The participant personally found this space conducive to fostering relationships with his immigrant clients at a
different level in a less formal setting than the "professional office space'.

Visual:

The design and decoration of facilities reflect cultural diversity within the community (cultural events posters and
artwork)

From your experience and perspective as an immigrant serving community professional, what challenges and opportunities do
you face pertaining to the design and decoration of facilities reflect cultural diversity within the community in New
Westminster?

Immigrant Serving Community Professionals’ Perspective

e Acrowded reception area where front line staff are very busy may intimidate
immigrants who shy away from crowds. It was discussed how important it is for
front line staff to take time to greet immigrants and understand their needs even if
the immigrant cannot be served in that place (no wrong door), staff are prepared to
refer them to the appropriate community resource. It is important the person
contacting an organization or institution leaves with some understanding of the services
that are provided, so they can feel comfortable if they need to come back, as well as
knowledge of where to find appropriate services.

e There was some discussion about having commonly structured community resource
boards with brochures of various immigrant services and programming, at all
organizations in New Westminster. It was mentioned that to be able to understand the
services is one of the priorities so immigrants can feel welcomed.

e |mages that reflect diversity are important for people to feel they can belong to a place.

e Atthe hospital where it is essential to use signage and wall space to direct patients to the appropriate
department, they are trying to reduce non - essential 'clutter' on the walls (posters, efc...) to allow patients ease
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of navigation through the institution. The idea of 'Welcoming Signs'
in word clouds in multiple languages at the entrances to various
facilities would be a good way to provide a welcoming message to
immigrants upon first arrival (i.e. Fraserworks wall).

e Use of flags from countries of origin on brochures in multiple
languages considered helpful in assisting immigrants in navigating
information

Linguistics:

The importance of signage and services in multiple languages to promote accessibility by immigrants

From your experience and perspective as an immigrant serving community professional, what challenges and opportunities do
you face pertaining to the importance of signage and services in multiple languages to promote accessibility by immigrants in
New Westminster?

Immigrant Serving Community Professionals’ Perspective

e Plain signage was important as the diversity of the languages is big. Participants in the focus group did mention
that have a host or a volunteer that is supporting people getting access to the services has being very
beneficial

e At Royal Columbian Hospital you find volunteers that will greet and orient people. Staff is also trained to ask
public visitors if they required any assistance and if they do, to orient them. We also have an information kiosk.

e We have translators available in many languages

Social & Behavioural Environment:

The importance of the social and behavioural environment to support accessibility by immigrants

From your experience and perspective as an immigrant serving community professional, what challenges and opportunities do
you face pertaining to the importance of social and behavioural environment (e.g. dress attire, greetings) in your facilities to
support accessibility by immigrants in New Westminster?

Immigrant Serving Community Professionals’ Perspective

e Participants discussed how important it is to be able to get access to information, several times a welcoming
space for immigrants was mentioned as a source of support for immigrants but also for the organizations as
they can provide with information to what is available in the community and to find the changing needs of its
residents.

e The easy access to the information and services such a great layout on the website information of an agency
can clarify what programs and services immigrants can expect to receive from an organization. A right person
to connect was also an important part of the discussion, having a "champion" that will promote changes in the
organization in order to make it more welcoming.
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Accessibility:

The importance of child and family friendly spaces and activities to support immigrants in community involvement
(library setup for child-minding)

From your experience and perspective as an immigrant serving community professional, what challenges and opportunities do
you face pertaining the importance of child friendly spaces and activities to support immigrants in community involvement in
New Westminster?

Immigrant Serving Community Professionals’ Perspective

e Not all the organizations provided with places to accommodate small children, but the ones that did mentioned
that it was a great asset to be able to support their participants or clients, where they felt more engage and
provided more attendance.

Other Comments / Feedback Related to Creating Welcoming Spaces.

Has your organization or program reviewed or had a discussion on developing improved accessibility for new
immigrants?

® Most of the organizations have gone through a review of their accessibility not only for the immigrant
community but for a diverse community

e |n our organization we have an ongoing discussion to improve our services, we do also the get some external
3rd party accreditation (COA, CARF)

e Qur organization does a review of accessibility annually as part of our policies and procedures
e We review accessibility through client and patient feedback
e The management team regularly discusses program accessibility by immigrant clients

Does your organization or program have policies and procedures that promote improved accessibility for new
immigrants?

e Many participants expressed that their organization have policies and procedures implemented due to 3 year
accreditation requirements including continuous assessments

e To understand the needs of the clients, we communicate with the family or use translators and staff are trained
to be mindful and respectful of our patients' diversity

e Exit surveys of clients are part of the continuous quality improvement around accessibility of immigrants

Have the staff in your organization, received diversity training or are “Safe Harbour” certified?

e Although none of the organizations have received the training, one organization couldn't speak on "~
behalf of the institution but was not aware of Safe Harbour, they did get some diversity training @
® Our organization addresses the importance of respecting diversity in the orientation of new staff. HSAMUE“

RESPECT FORALL

e There was generally agreement that Safe Harbour training would be good for staff in institutions e
which weren’t necessarily focused on immigrant services
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Is your workplace designated as a “Safe Harbour Site”?

® None of the participants was aware that their organizations were designated as Safe Harbour site, when they
were questioned about the importance that would be to have the designation everyone agreed it was important

e Someone noted that they thought that the New Westminster Library was a designated site

What aspects of your offices and facility help promote better accessibility for new immigrants?

e |ngeneral there are consultations and evaluations of the program on performance and effectiveness. Many
expressed their organizations get feedback from their clients and change programs and services to be able to
meet the changing needs reflected from the responses to the evaluations. Aimost all of the participants
expressed their organizations do train their staff on diversity (many using professional development days)

e We conduct an exit survey for students depending on the program, every 6 months to a period of 2 years, this
consultation and evaluation help us with the refinement of our services to meet our outcomes

How do you market your program and services to increase participation by new immigrants?

e No comments provided

Does your staff speak multiple languages and in particular, the languages of the largest immigrant groups in New
Westminster?

e Participants expressed that diversity in their staff allowed them to have different languages in their
organizations, and that is a natural reflection of the immigrant groups in BC

Does your receptionist speak multiple languages and is there signage in multiple languages at the front desk?

Dobr
e 1 Murakaza neza o5

e Fraserworks has a welcoming board in the reception area ol

e Generally felt that it would be good to have receptionists speaking multiple - “;m Welcome s

languages but difficult to identify which languages are more prevalent in the M’:“’:“‘”J e

community -
Makgayng psgdating g ph  Welkom gy

R

Benvenu!

BeTe
Sryakwamuiela
aana

Is your organization’s staffing reflective of the ethno-cultural communities in New Westminster?

e Many of the participants expressed that their staff were a reflection of their communities, and many of them
were able to speak another language, many of them having them as an asset when hiring staff

Does your program accommodate the needs of small children and/or other family members accompanying your
clients?

e The services of Greater Vancouver Family Services in providing childcare was really valued by the community
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Other Comments / Feedback

e Create good spaces like a common kitchen where conversations can happen are great ideas to make people
feel welcomed

Awards or Community Acknowledgements

Identify any awards or community acknowledgements your organization has received related to creating
Welcoming Spaces.

e The City of New Westminster has recently created the Multicultural Award that recognizes individuals and
organizations that are making a difference in the lives of new immigrants and refugees

How meaningful are these awards or community acknowledgements to your organization?
e |mportant, it does provide good feedback that the programs are doing well in our community and are providing

good services to our immigrant clients. Participants mentioned that the awards are good for the reputation of
the organization and help when trying to get accreditation
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Appendix D: Immigrant Focus Group Responses

Introduction

As newcomers to this community, we are inviting you to participate in this focus group to share your experiences
and perspectives on what makes a welcoming and inclusive space for you as a new immigrant in New Westminster.
Your input and feedback will be invaluable to the New Westminster WINS’ Project.

OBJECTIVE: to identify from their own experience and perspective how the following themes impact their ability to
effectively integrate into their community.

Immigrant Newcomers Consultation Themes

This Immigrant Newcomers’ Focus Groups Guide is designed to identify particular barriers, gaps, opportunities
and promising practices related to how community organizations and spaces are organized to create welcoming
environments for immigrant community members in New Westminster.

1. Are you aware of any spaces in New Westminster that make your feel welcome as a
newcomer? If so, where? (Facilitator: we want to capture awareness of what makes
a welcoming space)

Fraserside

Like my family, helped me a lot
Every day there was someone to help me
| went to Fraserside and the lady there helped explain things — SIN# / bank account

| went to apply for subsidy for the Parks and Recreation Program and the volunteers help me with all the
information and papers | needed. The people took their time to inform me about the program

Purpose Society

They have very welcoming programs and the staff is very nice

School District 40

Settlement worker at school told me about places to go to get help

The SWISS worker did some programs to get together, it was nice

Staff is “Patient”

At Pearson Education Centre, the teachers are very friendly and accessible
SD40 Adult Education Centre the place is very clean and comfortable

At Parenting in Canada in Olivet Church, it was like coming to visit family, | made good connections and
friends and also learned a lot, it gave me confidence and my children were happy to go to their “school”
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e Classes, “teachers really good” and helped us find other support services
e My ELSA classes, everyone is nice and patience

e My ELSA program in Vancouver, | felt all the clients there were like me, all immigrants looking for job and
to settle

Human Resources Canada

e |like the place

e “Patient with language difficulties”

Employment Insurance office

e they were helpful and respectful

FraserWorks

e | loved being there and get the help with my job skills

Family Place
e “so welcoming” — the staff

e Made friends and | still have contact with them Family Place

e | went there with my grandchildren and | met people, get information and support and have time to talk in
English

Health Units
e Brochure racks are important
e Health Unit nurses are very delicate and warm with clients. The place is clean and tidy, very inviting
e Healthy Baby program, they help me with lots of information even to prepare food for my baby

e The family Clinics at the Royal Columbian Hospital gave me a piece of mind

e Credential assessments cost $1,500 which | didn’t have

e At Library, Friendly and helpful staff, great place with many people and you can come with all your family.
There is away something fun to do! The children area is very important, and they also have the computers
and the quiet areas

e Everything is easy to find “how it was arranged / numbering”

e People working there very helpful
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Helped me get my kids in the school

| like the way the schools are here

My husband worked as a volunteer at ISS because he had good English
Community Centre in the Burnaby School at Edmonds

Children were the main “reason for accessing services”

Job Fairs

Metrotown

Temple / Church

Other concerns as result of discussion:

Name tags would help identify who to ask for help

“Better in person than phone prompts”

Follow up is important

Lots of help for families but nothing for the single person

No Canadian experience

Young people don’t have experience

Places are welcoming but | don’t understand the information (it’s difficult to understand)
If the information is in your language, it’'s easier to understand

Got the documents at airport but didn’t understand them

English language classes but sometimes they aren’t available in the community and you have to travel to

other communities. Sometimes we had to go to Vancouver.

In your own words, what makes them welcoming? (Facilitator: we want to capture
knowledge of what constitutes a welcoming space)

Be able to understand and follow to participated

Feeling welcome takes time

Is acceptance

It means a smile

That services that you required are provided in the place
Places where people is helpful and friendly

Where staff is patience and helpful

Summary of Welcoming Spaces Consultation
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e Where | can go with my children and where they have transportation subsidies so | can attend programs
e  When people they you are welcome and they mean it
e Person at the front desk with a smile

e Some ask you if you need help

e People would acknowledge me

e Patient with you and help you ask questions

e Make you feel comfortable

e Friendly with my kids

e Well organized

e Bright lights

e Aplace that is organized

e The places need to be close to where we live

e Don’t want to spend money on transportation

e Acceptance of me and how | dress

e Information in different languages

e Smiling helps to make you feel welcomed

e Free food. Banks have free coffee

e Don't like it when you have to pay

¢ | need to get the “services” I'm looking for quickly

¢ Phone systems that real people answer not phone systems
e Where there are no line ups

e Where programs or services have different schedules

e Where | can find a piece of mind

Structural:

The layout of spaces and facilities to promote social connectivity and interaction of diverse populations
(community kitchen, music presentation stages)

Think about community places you have visited since you arrived in Canada, think about the place and the rooms it
had. Was there a physical space that allows you to communicate and socialize with other people? Was anything
special that made you feel happy in that place? Did you want to come back, why?

L
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Immigrant Newcomers’ Perspective

e Parks for family picnics

Public swimming pools

e Free services

e Washrooms — clean and well maintained

e The Skytrain

e Parking (free)

e Kitchen / place to make something

e Malls have places to sit “benches”

e Community kitchen

e  Child minding services

e Directions that are clearly posted

e Food potentially for children

e Very bright (lots of light)

e  Soft music

e Easy directions (asking is sometimes uncomfortable)
e Where the food is good

e Views outside

e Easytowalkto

e At pools, lots of things for children to do (play areas)
e Place where you can watch the children

e Moody Park is very good, you can sit at any bench and be able to look for the kids around

Visual:

The design and decoration of facilities reflect cultural diversity within the community (cultural events
posters and artwork)

Do you remember any special public space where their design and decoration made you feel that you belong, or
that you were welcome and included? What was it? What were your feelings? Why did it made you feel that way?

Immigrant Newcomers’ Perspective

e Smiling faces

e “You are not different”

e Daycare

e Hospital designed for kids / children

e Decorations important for kids

Summary of Welcoming Spaces Consultation Page 18
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e Rooms with bright colours

e Nice photos of babies from different cultures
e Murals with information from the past (history)
e (Clean and equipped washrooms

e Places are tidy and organized

Linguistics:

The importance of signage and services in multiple languages to promote accessibility by immigrants

What do you feel when going to a public place you detect information or a greeting in your language, do you feel
more comfortable? Do you think some signage (like the one in the picture) is important? How about music, Why?

Immigrant Newcomers’ Perspective

e Welcoming sign in multiple languages

e Makes one feel welcomed

e You feel at home and welcomed when you see your own language “my language is here”
e |t's good for people who don’t have much English

e Children should feel welcome in the space and proud of where they come from (where they can relate
in a public space)

e Where they show my language they are telling me that they know my “culture”
e For newcomers it's very important
e Flags on brochures

e Map of the world showing where everyone came from

Social & Behavioural Environment:

The importance of the social and behavioural environment to support accessibility by immigrants

What attitudes from the people working in community spaces and facilities make you feel welcome?

Does the dress attire or greetings have an impact on you when approaching place? What changes would you like to
see to make you feel more welcome and included?

Immigrant Newcomers’ Perspective

e Asmile makes us feel welcomed

e Patient with immigrants who have language issues

Summary of Welcoming Spaces Consultation Page 19
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e Encourage immigrant clients by asking them questions

e Receptionist sometimes rude

e Waiting too long for service

e Problem with emergency in the hospital because you have to wait too long
e Dress code is important for immigrants

e Staff should be trained to be “customer service / diversity”

e Uniforms are important to know who is staff and who are clients

e Name badges for staff

e Receptionist if on the phone, acknowledge you when you come in

e Customer service training for frontline staff

¢ Anotice board listing events on for day

® Smile at us when we come in

e “Can | help you?” makes it more friendly

e Save on Foods — “staff of the month” posted

e When there are many rules that might be difficult to follow or understand

e When someone is rude in a public space, it keeps hurting for a long time

e  Where good communication is not established and the staff gives the wrong information (its frustrating)

e Accessibility is very important

Accessibility:
The importance of child and family friendly spaces and activities to support immigrants in community
involvement (library setup for child-minding)

What does child friendly spaces and activities in public places mean to you?

How important is it that programs accommodate the needs of small children while you access services
(i.e. childcare or children’s play space)? What would happen if they would have a cost?

Immigrant Newcomers’ Perspective

e If you have small children you can’t go there because no place for your children — limits accessibility
e Good to have a “child space” at immigration offices or Driver’s office and agencies

e Child spaces are available in the in banks

Comments / Feedback Related to Creating Welcoming Spaces.
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Are you aware of the full range of services offered to immigrants in New Westminster? Where have you
obtained that information? If not, why?

e Friends #1 for finding services

e Library was a contact point to find programs

e |earned about a lot of services while attending ELSA class

e Internet (I have been here 5 years — haven’t heard about all the programs)
e One-stop shop — Centre / on the Internet would be helpful

e Information tables at Community Centres

e School settlement workers

e Search online — need for “one stop for all services onling”

e Library and Family Place

Give some examples of spaces or organizations in New Westminster that made you feel welcomed.

e See previous questions above for examples

Do you know what Safe Harbour is? If you do are you aware of any desighated “Safe Harbour Sites” in
New Westminster?

e Good to have Safe Harbour sites in New Westminster they are in lots of other communities

What aspects of the programs and services you attend help promote better accessibility for you as a
newcomer? What aspects are challenges for you?

e Programs aren’t promoting lots of other services

e Orientation sessions help you know what is available

e Co-location of services helps access more services at one site

e |sit easy to attend by being on bus routes or within walking distance

e |s the program open after hours, not usually

e Healthy Babies Program

e Hours of operation (8:30 — 4:30) for most programs, some need after hrs. and with weekend openings
e Teach people to cook food with multi-cultural dishes

e Transportation supports for parents

How does staff speaking your language in programs you attend have made an impact on how welcome
you feel in community spaces?

e Important to have translation in programs

e Translate feature on websites helps people with little English

Would it be beneficial to have all services in one location (language, settlement, education,
employment) for ease of accessibility?

e Very important to have “one stop shop” especially for new immigrants

How important is it to have programs just designed for newcomers or would you prefer attending
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mainstream programs?
e For recent newcomers, have some programs “immigrant specific”

e Immigrants who have been here awhile should be integrated with mainstream

As a newcomer, what would help (i.e. signage) to have easier access to transportation in New
Westminster?

e Immigrants should get bus tickets to access services

e All bus stops should have timetables / roofs / chairs

Other Comments / Feedback

e Community meeting spaces — community kitchen

Awards or Community Acknowledgements

Is it important to you as a newcomer to access services that have received awards or community
acknowledgements related to creating Welcoming Spaces?

e No responses provided
How meaningful are these awards or community acknowledgements to you as a newcomer?

e No responses provided

——
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Appendix E: Immigrant Assessment Team Package

NEW WEST f/a.
WIRIS O

Welcoming and Inclusive New West

Welcoming Spaces Immigrant
Assessment Team Package

August, 2013
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Introduction

The New Westminster Welcoming Assessment Tool is designed to assist organizations in New Westminster that
provide services to immigrants, with feedback from newcomers regarding their experiences on accessing your
services. Participation in this project will not only help inform your organization about how to develop a more
‘welcoming space’ for new immigrants, but also share best practices with other organizations to assist them in
creating more welcoming spaces. Your input and feedback will be invaluable to the New Westminster WINS’
Project.

The Welcoming Spaces Assessment Team, which is composed of immigrants residing in New Westminster, will
review a wide variety of aspects of how your organization connects with newcomers in accessing your services.
It will include a review of services/program promotion, facilities, staffing as well as the provision of services within
your community-based facilities. The Assessment Tool used in this questionnaire has been developed through a
consultation with new Canadians, and community professionals who provide services to immigrants in New
Westminster. The questionnaire was designed from the perspective of what new Canadians have found
welcoming and inclusive within the various services they have connected through the process of their integration
into the community.

After completing the Questionnaire, the team will provide each organization with a debriefing of the findings,
including the identification of best practice, as well as suggestions on how the facilities, services and staffing
might be improved. These will build on the best practices identified from other New Westminster organizations
involved in the study.

The following questions are designed to assist the team in reviewing the various components of service delivery
from a sequential perspective, starting with online research to determine how newcomers would seek information
about your services, accessing your services, and finally rating the overall experience of whether the facility and
services offered are welcoming and inclusive.

——
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NWWS Immigrant Assessment Team Tasks

e Complete the Preview section at the beginning of the Questionnaire

e  Fill out the Assessment Log

e Confirm time and place to meet on the assessment date (with Maylen)

e Review the itinerary for the day (if you are not familiar with the location, review it with one of the coordinators)
e  Get your assignment (role) for the site visit

e Bring the Questionnaire Assessment package

e If possible, bring a digital camera (ensure batteries are charged), to complete the photo log at the end of the
assessment

Supplies
v' Clipboards
v" Name tags
v' Extra pens and pencils
v

Cameras

Team Coordinators Contact Information:

Assessment Team Contact Information

Name Phone E-mail
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Team Log
Date of Assessment: Place:
Meeting Location:
Address: Time:
Coordinators Contact Name: Cell phone:

Time Details

Meet at specified Starting Out (Pick Up) Location

In teams:
e Review itinerary for the exchange visit
e Review questionnaire and tasks
e Assign roles for the visit

e Confirm location and time to meet for review (according to calendar)

Complete first impression to assess the entrances and public areas

Split up and visit areas based on assigned role to assess all areas

Once the Physical Assessment has been completed
e Discuss and merge your thoughts while fresh
e Provide your documents to the Coordinator

e Discuss meeting date to meet to prepare the Assessment report
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The Assessment Process Report

A. Setting Priorities

(A) Should Do Record action items that the working group feels must be implemented.

(B) Could Do Record action items that the working group feels could be implemented.

B. Introspection

e As an individual, think about your own opinions before sharing them with the team

C. Consensus
¢ A method for making decisions that all group members can live with and support

e The group discuss the recommendation; everyone’s opinion, knowledge and skills should be heard

e Everyone should accept the final recommendations

D. Create Report and Prepare Presentations
¢ Evaluate the ideas and reach agreement on the best ideas/actions
¢ Decide what decision-makers or local politicians to invite to your presentation
e Create presentations for dialogues and prioritize the most important elements

e Provide feedback for the Assessment tool

E. Evaluation of Assessment Process

e Answer evaluation questionnaires (by phone or internet)
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Guide to the Assessment Tool

Before the Assessment visit:

What is your impression of the place (before the assessment) based on the information that you have and
what you have heard about this organization or institution
Write down what are you expecting to see and what do you know about this organization or institution

For the Assigned Place Assessment Coordinators:
- When going around in your community (library, shopping or for a walk), try to identify if there is any brochures

or information of the organization or institution prior to your visit

- Do research on the Internet about the organization or institution you will assess.

During the Assessment visit:

First Impressions
When entering the organization being assessed, take a fast 3-minute walk through the public space of the facility
and fill out the first impression questionnaire immediately

DO:

Remember, use your senses
As you complete the questionnaire, take note of how you might describe the community using your senses.

Taste — If the organization offers food, is there anything that interest you?
Smell — Is there a scent that characterizes the place?
Sight — Was there any colourful or striking feature that made an impression on you?

Sound — What sounds did you hear? Please comment on the level of noise in the community.

Box 1 Remember, you'll get better information if people do not know that you are assessing their organization or
institution although many times that won't be possible

Box 2 Try to discover the great things about the welcoming environment of the organization or institution, as well
as its weaknesses

Box 3 Fill out your assessment as if you were a person that need the services of the place
Box 4 Focus on the positive

Box 5 Record any additional Information about the organization or institution strengths and weaknesses. Do not
feel limited by the questionnaire

Box 6 Try to create casual conversations with other immigrants in the place when possible and ask them if they
feel welcomed, write down the answers

Box 7 Be observant, learn and have fun

RATING: When you are asked to rate something, use the following guide:

Needs urgent attention/action @@
Needs improvement @
Satisfactory @
Good/very good @
Excellent @@
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PREVIEW SECTION (this page is to be filled only by Assessment Team Coordinators)

ORGANIZATION OR INSTITUTION:

Record responses just for the Assessment Place Coordinators:

How easy was it to get information by mail and telephone about the agency or organization you are visiting?

Are you satisfied with the quality of information received?

Rate and comment on the community’s online materials and information (only answer if you were assigned the
task of reviewing the agencies’ website)

ACCESSING SERVICES / PROGRAM: YES NO COMMENTS

When someone contacts this organization by L] L]
phone, is the call answered by a person?

Is there an automated answering system? O g

Is there an option to ‘Press 0” to speak to a O O
receptionist?

On their website, is there a picture of the front of 1 O
your building so people have a visual cue when
looking for your organization?

On their brochure, is there a map? O O

On their brochure, is there a picture of the front O O
of the building so people have a visual cue when
looking for your organization?

——
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ASSESSMENT TEAM PREVIEW SECTION (Part 1: To be completed before site visit)

ORGANIZATION OR INSTITUTION:

YES NO COMMENTS

Have you been at the agency or organization before?

If you answer is YES:
What was your first impression of the agency or organization?

YES | NO COMMENTS

If your previous answer is yes, did you get the services [ | [ ]
that you needed?

If you did not received the services that you needed were [ | [ ]
you referred to the right place?

Zero 1-2 3-5 ‘More

How many times have you used the services of thisagency [ | [ ] []
or organization?

If you answer is NO:
What is your impression of the agency or organization before your upcoming assessment visit?

What are you expecting to see?

Please comment on what you know about this agency or organization.

e —
Page 30
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ASSESSMENT TEAM PREVIEW SECTION (Part 2: To be completed before site visit)

ORGANIZATION OR INSTITUTION:

MARKETING SERVICES / PROGRAM INFORMATION: YES NO COMMENTS

Does this organization have a website that promotesits [ ] []
services and programs?

Is the website available in multiple languages? O O

If not, then does it have Google Translate feature in your [ ] []

language?

Have you seen or read about this organization in the O O
newspaper?

Have you seen or read about this organization in at O O

ethnic newspaper?

Have you seen any of this organization advertisement [ ] []
or information in your language?

How about the multi-cultural radio and T.V. stations? I

Have you seen this organization's program brochure? [ []

Is it available in multiple languages? O O
Have you seen this organization's brochure or O O
information in public places that you frequent often (i.e.

Library)?

Additional Information/Suggestions

——
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Questionnaire

ORGANIZATION OR INSTITUTION:

ACCESSING SERVICES / PROGRAM: YES NO COMMENTS

Is it located close to a bus or SkyTrain for ease of [ | []
accessibility to public transit?

Is there a bike rack onsite for those clients / customers [ | []
travelling via bike to access your services?

Is there parking onsite for clients / customers? I

Is it free parking onsite or close by? O d

If paid parking, is it hourly parking or are there daily [ ] []
rates available?

ORGANIZATION OR INSTITUTION: AREA EVALUATED: Qutside

ACCESSING SERVICES / PROGRAM: YES NO COMMENTS

Is there a large sign outside of the facility indicatingthe [ ] []
organization?

Is the sign lit up at night? O d

Is the facility a designated Safe Harbour Site (sticker in [ ] []
window)?

Additional Information/Suggestions

——
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Questionnaire

ORGANIZATION OR INSTITUTION: AREA EVALUATED: Waiting Room
SERVICES/PROGRAM FACILITY: WAITING ROOM YES NO COMMENTS
Is there a welcoming sign as you enter the reception L1 O
area?

Is the sign in multiple languages? O O
Is the waiting room large and bright? O O
Is it painted in bright colours? O g

Are there lots of comfortable chairs in the waiting area? [ ] []

Is there sufficient seating for client / customer O g
volumes?

Are there reading materials for people while waiting? L1 O

Are the reading materials available in multiple L1 O
languages?

——
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Questionnaire

ORGANIZATION OR INSTITUTION: AREA EVALUATED: Waiting Room
SERVICES/PROGRAM FACILITY: WAITING ROOM YES NO COMMENTS
Is there a brochure rack with brochures from various O g

community programs?

Are these brochures in multiple languages? O O
Does the waiting area have a children’s play area? O g
Are there reading materials / activities for children? O g
Is there coffee or water available? O O
Are there snacks (nut free) available for clients / I
customers?

Are there posters and art work depicting people from O O
various cultural backgrounds?

Is there background music playing, creating a O O
welcoming environment?

Summary of Welcoming Spaces Consultation Page 34



MNEW WES

.............................

Questionnaire

ORGANIZATION OR INSTITUTION: AREA EVALUATED: Reception
SERVICES / PROGRAM FACILITY: RECEPTION YES NO COMMENTS
Is there a receptionist? I

Does the receptionist have a name tag to identify them [] []
as a staff member?

If there is a name tag, are you able to address themby [ ] []
their first name?

Does the receptionist speak other languages otherthan [ ] []
English?

Are the staff representative of diverse backgrounds? O g

Is there a sign that prompts people to action (i.e.check [ ] []
in / sign in here please)?

Is the receptionist pleasant and welcoming? BN

Is the receptionist attentive to needs and helpful in O g
directing clients / customers to services?

Did the receptionist provide information about services [ ] []
effectively?

Were you satisfied with the customer service skills [] []
demonstrated by the receptionist?

Additional Information/Suggestions

——
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Questionnaire

ORGANIZATION OR INSTITUTION: AREA EVALUATED:

FACILITY LAYOUT: RESOURCE AREA / CLASSROOMS YES NO COMMENTS

Is there a resource area where you can access [ | []
computers and resource materials?

Does the resource area / classrooms have artwork and [ | [
posters reflecting diversity displayed?

Are the classrooms large with comfortable chairs and [ []
tables?

FACILITY LAYOUT: STAFF OFFICES YES NO COMMENTS

Are the offices large enough to accommodate at least two [ | |[ ]
people?

Are they large enough to accommodate a stroller or [ ] ]

wheelchair?
FACILITY LAYOUT: KITCHEN YES NO COMMENTS
Is there a kitchen in the facility O d

Is the kitchen a facility that clients / customers canuse? [ ] []

Additional Information/Suggestions

——
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Questionnaire

ORGANIZATION OR INSTITUTION: AREA EVALUATED:

ORIENTATION: YES NO COMMENTS

Do they provide clients with an orientation to the [ ] []
program?

Are rights and responsibilities explained in simple [ ] []
straightforward language?

Is there a privacy agreement to sign off? O g

Does the program / facility, provide a pamphlet outlining [ 1 [
all the services available for new Canadians in New
Westminster?

Additional Information/Suggestions

——
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Questionnaire

ORGANIZATION OR INSTITUTION: AREA EVALUATED:
STAFFING: YES | NO COMMENTS
Are staff members reflective of the diversity of New L1 O

Westminster?

Do staff members wear name tags? O g

Do staff members dress professionally / cultural attire? [] []

Are they friendly and helpful? O g

Additional Information

TRAINING: YES | NO COMMENTS

Is there a Safe Harbour sign? I

Do staff members demonstrate that they have received [ ] []
training in customer service?

Do staff members display their professional certificates [ ] [
on their office walls?

Additional Information/Suggestions

——
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Questionnaire (Rating Page 1/2)

Rate each of the following for quality, accessibility, or availability where relevant.

Needs urgent attention/action ‘ @@
Needs improvement ‘ ®
Satisfactory ‘ ®
Good/very good @
Excellent @@
Structural
e Landscaping, trees
o8 ® e © ©0
e  Main Entrance
®6 ® @) © ©O
e  Public restrooms
Gy ® @} © ©0
e Organizational layout (where are the rooms, and other areas)
®6 ® @) © ©O
Visual
e Looks organized
®6 ® @) © ©O
e Looks clean
QG ® @) © ©0
e Is well maintained
®6 ® @) © ©O
e Has design and architectural features that are visually interesting
Gy ® @} © ©0
Linquistics
e You can identify people that might speak you language (not just staff but other people in the space)
Gy ® e © ©0
e A welcoming sign that | feel identified with
®6 ® @) © ©O

——
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Rate each of the following for quality, accessibility, or availability where relevant.

Questionnaire (Rating Page 2/2)

Needs urgent attention/action ‘ @@
Needs improvement ‘ ®
Satisfactory ‘ ®
Good/very good @
Excellent @@

Social Behaviour and Environment

e Aplace for human contact and social activities

A ® ©) © ©©
e Feels safe, welcoming, and accommodating for all users (friendly)

®® ® (@) © ©©
e A place for community activities

®B® ® ©) © ©©
e Reflects the local culture or history

®® ® (@) © ©©
e Reflects immigrant diversity

®B® ® O © ©©
e The public have a sense of ownership about the space

®® ® @) © ©©
e Is there a sense of importance about the space

®B® ® ©) © ©©
e This space reflect your perception of the community's local character of New Westminster

®® ® @) © ©©

Accessibility

e Easy to understand signs:

BB ® O © ©©
e | feel comfortable with my children in the place

®® ® (@) © ©0©
e |f there is a children's place, rate it

®1® ® ©) © ©©
e Is it easy to find the rooms (room signs)

®® ® (@) © ©©
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Next Steps

After completing the Questionnaire of Welcoming Spaces, the results will be compiled, analyzed and summarized
in a report to be disseminated to the organizations that participated in the project, as well as other community-
based agencies across New Westminster. The report will include examples of promising practices already in
place in various community-based agencies as well as ideas and concepts on how community organizations can
adopt policies and practices related to develop more welcoming and inclusive spaces for immigrants in New
Westminster.

Photo Log

Photographer’s Name:

Photo #
Description

Location

Photo #
Description

Location

Photo #
Description

Location

Photo #
Description

Location

Photo #
Description

Location
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Appendix F: Organizational Assessment Tool

NEW WEST f/s_.
WIRIS O

Welcoming and Inclusive New West

Welcoming Spaces Organizational
Self-Assessment Tool

December, 2013
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Introduction

The New Westminster Welcoming Spaces Organizational Self-Assessment Tool is designed to assist
organizations in New Westminster, in determining how welcoming and inclusive their facilities and staff are for
new immigrants accessing their services. Completion of the self-assessment will help inform your organization
about how to develop a more ‘welcoming space’ for new immigrants, and also identify best practices that may be
shared with other organizations to assist them in creating more welcoming spaces.

The Welcoming Spaces Self-Assessment Tool reviews a wide variety of aspects of how your organization
connects with newcomers in accessing your services. It includes a review of services/program promotion,
facilities, staffing as well as the provision of services within your community-based facilities. The Self-
Assessment Tool was developed through a consultation with new Canadians and community professionals who
provide services to immigrants in New Westminster. It was designed from the perspective of what new
Canadians have found welcoming and inclusive within the various services they have connected with through the
process of their integration into the community.

After completing the self-assessment, it is recommended that the organization debrief the results with their staff,
including the identification of best practices, as well as suggestions on how the facilities, services and staffing
could be improved. Your organization could use the findings from both the self-assessment and subsequent
discussions with staff to develop a plan of action to support the creation of a more welcoming experience for new
immigrants.

The following questions are designed to assist your organization in reviewing the various components of service
delivery from a sequential perspective, starting with online research to determine how newcomers seek
information about your organization and its programming, access your services, and finally determining how
welcoming your facilities and staff are for new immigrants.

In addition to the Organizational Self-Assessment Tool, there is a Questionnaire designed to collect impressions
from immigrant staff and clients. The responses from this Questionnaire will provide an organization with the
immigrant’s perspective on how welcoming and inclusive it’s facilities, staff and programs and services are
perceived. Together, the utilization of there two resources provide the organization with a unique tool from which
they may develop a plan of action to create more welcoming spaces and enhance inclusion for immigrants.

ORGANIZATIONAL INFORMATION

Name of Organization: Name of Respondent:

Date of Assessment: Position of Respondent:

|
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SECTION 1: AVAILABILITY OF ORGANIZATION’S INFORMATION

This section guides you through the first impression your organization might have on potential inmigrant clients. It takes
into account the initial access of information concerning your organization’s services and programming via online website,
phone and brochure. Inmigrants consulted in the development of this resource indicated the importance of easy-to-access
information provided in simple English, multiple languages, illustrated with images reflecting cultural diversity and preferably
with contact information provided directly via staff.

Availability of Organization’s Information via Web YES | NO COMMENTS

Does your organization have an easy-to-navigate website with ] Ol

program and service information?

Is information on your website presented in simple, easy-to- O g

understand English?

Does your website have a translation feature? O g

Does your website contain imagery reflecting cultural ]

diversity?

On your website, is there a map (interactive Google Map) to O 4

assist in direction-finding?

On your website, is there a picture of the front of your building O g

so people have a visual cue when looking for your

organization?

Availability of Organization’s Information via Phone YES | NO COMMENTS

When someone contacts your organization by phone is the ] ]

call answered by a person?

Can phone reception respond in multiple languages? ]

If answered by an automatic answering system, is there an ]

option to ‘Press 0” to speak to a receptionist?

Availability of Organization’s Information via Brochures YES | NO COMMENTS

Are your organizations brochures provided in multiple ] ]

languages?

Is information on brochures written in simple English? ] ]

Do your brochures have imagery reflecting cultural diversity? ] ]

On your brochure, is there a map to assist in locating your ] ]

facility?

Summary of Welcoming Spaces Consultation

Page 44



On their brochure, is there a picture of the front of the building O g
so people have a visual cue when looking for your

organization?

Availability of Organization’s Information via Advertising YES | NO COMMENTS
Does your organization advertise its services in local U] ]
newspapers/magazines/radio/television?

Does your organization advertise its services in ethnic ] ]
newspapers/magazines/radio/television?

Are your advertisements in multiple languages? O g
Does your organization post its information public spaces ] ]
(library, community centres)?

Additional Suggestions & Recommendations

SECTION 2: FACILITY IMPRESSIONS

This section guides you through the first impression your organization might have on potential immigrant clients. It takes
into account the accessibility of your facilities, relating to proximity of transit, ease of alternate transportation (bikes),
parking on and off site as well as facility signage and storefront. Inmigrants consulted in the development of this resource
indicated the importance of easy-to-access facilities in the community with convenient transit options and clarity of signage.

Facility Impressions: Accessibility of Facility YES | NO COMMENTS
Are your organizations facilities located close to a bus route or |[[ ] |[]

SkyTrain station for ease of accessibility via public transit?

Is there a bike rack onsite or near-by for those clients/customers |[] |[]

travelling via bike to access your services?

Is there parking onsite for clients/customers accessing facilities vie |[[ ] [[]

car or other vehicle?

Is there free parking onsite or close by your organization’s facility? |[] |[]

If paid parking, is it hourly parking or are there daily rates available? ([ ] |[]

Facility Impressions: Signage and Storefront YES | NO COMMENTS
Is there a large sign outside of the facility clearly indicating the O (4

organization’s name?
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Is signage in multiple languages?

Is the sign illuminated at night?

Is service/program information indicated through building directory?

Are services provided on the main floor (storefront) or is it required
that clients/customers access upper level(s)?

If services are provided on upper level(s), does signage clearly
indicate service location

Is the facility a designated Safe Harbour site reflecting commitment
to respecting diversity (sticker in window)?

o O g g g O

O O O o O o

Additional Suggestions & Recommendations

SECTION 3: FACILITY SPACES

This section guides you through the first impression your organization might have on potential immigrant clients. It takes
into consideration the welcoming and inclusive nature of the following areas of your facility: Waiting Room, Reception,
Resources Room/Classrooms, Staff Offices, Kitchen and Child Minding Area. Immigrants consulted in the development of
this resource indicated the importance of welcoming signage, materials in multiple languages, an open atmosphere,
professional, friendly and culturally respectful staff and family-friendly spaces.

Facility Spaces: Waiting Room YES | NO COMMENTS
Is there a welcoming sign at the entrance of the waiting area? O |d
Is the sign in multiple languages? O (4
Is the waiting room large and bright? O |d
Is it painted in bright colours? O |d
Are there lots of comfortable chairs in the waiting area? RN
Is there sufficient seating for client/customer volumes? O |d
Are there reading materials for people while waiting? O g
Are the reading materials available in multiple languages? O |d
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reflecting diversity?

Is there a brochure rack with brochures from various community O \g
programs?
Are these brochures in multiple languages? O g
Does the waiting area have a children’s play area? O g
Are there reading materials/activities for children? BN
Is there coffee or water available? RN
Are there snacks (nut free) available for clients / customers? O |d
Are there posters and art-work depicting people from various O (4
cultural backgrounds?

Is there background music playing, creating a welcoming O |d
environment?

Is there a brochure rack with brochures from various community O g
programs?

Facility Spaces: Reception YES | NO COMMENTS
Is there a full-time receptionist? O g
Does the receptionist have a nametag to identify them as a staff O g
member?

If there is a nametag, are you able to address them by their first O |d
name?

Does the receptionist speak languages other than English? O g
Are staff representative of diverse backgrounds? O |d
Is there a sign that prompts people to action (i.e. check in/sign in O \g
here please/take-a-number)?

Have receptionists been trained in customer services? O |d
Have receptionists been trained in respecting cultural diversity? O (4
Facility Spaces: Resource Room / Classrooms YES | NO COMMENTS
Is there a resource room where customers can access computers || |[]
and resource materials?

Does the resource room/classrooms have artwork and posters |[ | |[]

Summary of Welcoming Spaces Consultation

Page 47



Are the classrooms large with comfortable chairs and tables? O g

Facility Spaces: Staff Offices YES | NO COMMENTS

Are the offices large enough to accommodate at least two people? [[] [[]

Are they large enough to accommodate a stroller or wheelchair? O (4

Facility Spaces: Kitchen YES | NO COMMENTS
Is there a kitchen in the facility RN

Is the kitchen a facility that clients / customers can use? O g

Facility Spaces: Child Minding Area YES | NO COMMENTS
Does your facility provide customers with children a designated || |[]

child minding area?

Is this area supervised with a qualified child-care staff member? O g

Are staff providing supervision fluent in multiple languages? O g

If not, is their signage indicating that parents must supervise |[ ] [[]

children while in child minding area?

Is this information provided in multiple languages? O |d

Additional Suggestions & Recommendations

SECTION 4: SERVICE DELIVERY

This section guides you through the first impression your organization might have on potential immigrant clients. It
addresses the orientation of clients to the services provided, expectations of staff (particularly professionalism) and the
organization’s capacity to address the linguistic and cultural diversity of it's clients. Inmigrants consulted in the
development of this resource indicated the importance of a straightforward orientation, presented in simple English or
(where necessary) multiple languages, privacy and security of client information.

Service Delivery: Orientation YES | NO COMMENTS

Are clients provided with an orientation to the programs offered at |[[ | |[]
the facility?
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Are rights and responsibilities posted and explained to clients in [[] [[]
simple, straightforward language?
If required, are these translated for clients who don’t speak English? |[] |[]
Is there a privacy agreement for clients to sign off? O g
Does the program/facility, provide a pamphlet outlining all the |[[ ] [[]
services available for new Canadians in New Westminster?
Service Delivery: Staffing YES | NO COMMENTS
Are staff members reflective of the diversity of the community? O g
Do staff members wear nametags? RN
Do staff members dress professionally / cultural attire? O g
Are staff trained in customer service? R
Are staff trained in respecting cultural diversity? O g
Do staff display their professional certificates on their office walls? |[] [[]
Additional Suggestions & Recommendations

QUESTIONARE

This Questionnaire can be used by organizations to collect third party perspectives on how welcoming and inclusive their
facilities, programs and services are perceived by new immigrants. It can be distributed to immigrant staff members and/or
immigrant clients for completion and assessed by the organization to further inform what areas of their operation require
adjustment and or improvement. The Questionnaire is organized to assess five areas for initial impressions and rates them
according to the scale shown below.

Rate each of the following for quality, accessibility, or availability where relevant

Needs urgent attention/action [21E) Good ©
Needs improvement ® Very good ©©
Satisfactory e Excellent ©00
Structural
e  Landscaping, trees
®6 ® ® © ©© ©0©

e Main Entrance
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®® ® (] © ©0 ©e®

e  Public restrooms
e® ® ® © ©0 ©00

e  Organizational layout (where are the rooms, and other areas)

B8 ® e © ©© ©e0
Visual
e  Looks organized
®6 ® &) © ©® ©06

e  Looks clean
(&) ® © © ©© ©60

e s well maintained
e® ® ® © ©o ©00

e  Has design and architectural features that are visually interesting

®0 ® [} © ©0 ©00
Linguistics
e You can identify people that might speak you language (not just staff but other people in the space)
®0 ® e © ©O ©00

e Awelcoming sign that | feel identified with
®6 ® &) © ©® ©06

Social Behaviour and Environment
e Anplace for human contact and social activities

2 ® &) © ©0 ©06

e  Feels safe, welcoming, and accommodating for all users (friendly)
B0 ® e © ©© ©00

e Aplace for community activities
B8 ® e © ©© ©e0O

e  Reflects the local culture or history
B0 ® e © ©© ©00O

e  Reflects immigrant diversity
®6 ® &) © ©® ©06

e The public have a sense of ownership about the space
®® ® e © ©0 ©00

e |s there a sense of importance about the space
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®® ® (] © ©0 ©e®

e This space reflect your perception of the community's local character of New Westminster

®6 ® &) © ©® ©06
Accessibility
e  Easy to understand signs:
®6 ® &) © ©® ©06

e | feel comfortable with my children in the place
®0 ® e © ©0 ©00

e Ifthere is a children's place, rate it
e® ® ® © ©0 ©00

e Isiteasy to find the rooms (room signs)
B8 ® e © ©© ©e0

NEXT STEPS

_After completing the Welcoming Spaces Self-Assessment Tool and compiling any questionnaires submitted by immigrant staff
or clients, the results should be organized, analyzed and summarized in a report to be used for planning the appropriate
adjustments to facilities, organize staff training, develop effective advertising practices, modify website, or complete other
relevant changes. Organizations involved in accreditation can use this report to demonstrate their commitment to enhanced
cultural diversity competencies as well as client-accessibility. Additionally, examples of leading and promising practices can be
utilized to prepare applications for cultural diversity awards as well as to be shared with other organizations to assist in the
development of more welcoming and inclusive spaces for immigrants across the community._

LEADING & PROMISING PRACTICES
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