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Executive Summary 

This report developed by the Innovation for Better Integration (IBI) team at KEYS explores the 

challenges faced by newcomers and other equity deserving groups in accessing key services in 

Kingston. Many challenges have been identified including but not limited to discrimination, lack 

of suitable accommodation, language barrier, and cultural accommodation and sensitivity.  

By implementing a qualitative analysis research methodology, the team has collected data through 

conducting semi-structured interviews with 30 respondents recruited through KEYS newcomers’ 

network. Participants were from different backgrounds, ethnic groups, and many have identified 

with intersectional identities. Three in-person focus groups, each including ten participants were 

conducted in a safe and welcoming space. 

This report also provides a clear understanding on the gaps that exist in current service provision 

models that have been identified through a comprehensive environmental scan conducted for 14 

organizations.  

The aim of the report is to shed light on the gaps and barriers that face newcomers when accessing 

services in Kingston using a holistic qualitative study. The report will support the collective work 

of the service providers’ ecosystem to prototype an innovative service delivery model that fosters 

and/ or enhances how services are offered to a diverse population. 

The study found that equity, diversity, and inclusion (EDI) gaps and challenges exist in service 

provision among the 14 selected service providers. Highlights of the findings are as follows: 

● Lack of representation and EDI integration in the organization's branding and marketing 

strategies. 

● Challenges in accommodation in organization's practices when serving customers with 

language barriers.  

● Lack of cross-cultural component in relevant customer services policies and practices. 
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The study also shows the top three challenges and barriers confronting newcomers and other 

equity-deserving groups, with language barrier (50%) ranked the highest, cultural sensitivity 

ranked the second highest (27%), followed by cross-cultural communication (23%) ranked 

third among other challenges identified by the respondents. 

An important observation to emerge from the study is that ongoing and accommodated (i.e., 

translated) provision of information about services in Kingston, particularly, information about 

what services are available and how they can be accessed, is as important as improving the services 

themselves.  

Overall, the results of the study point to key areas that can productively and fruitfully inform the 

development and implementation of a new service provision model that is based on the principle 

of inclusion and accessibility. 
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1. Introduction  

 

As Canada is promising to welcome 500,000 immigrants per year by 2025, considerable attention 

has been given to promoting equitable and inclusive environments to more diverse populations. 

However, to date, there are limited qualitative and quantitative findings to assess the level of 

inclusivity of the service provision models as well as in depth information around the experiences 

of newcomers and other equity-deserving groups in accessing those services in Kingston.  

 

To develop an innovative service provision model that is built on the principles of equity, diversity, 

and inclusion and in an effort by KEYS to support this model’s design being informed by the 

shared experiences of newcomers and actual challenges faced by service providers, the IBI team 

has conducted a both qualitative and quantitative analysis to gauge the challenges faced by 

newcomers and to assess the level of the EDI practices within service organizations. 

The data was collected through a semi-structured interview with 30 newcomers of diverse 

backgrounds. Additionally, an assessment survey was developed to identify gaps in the current 

service delivery models. One hundred seventy-four (174) service provider respondents completed 

the survey questionnaire from all 14 organizations. The data from both the semi-structured focus 

group interviews and demographic assessment surveys was analyzed, and the findings were 

presented at the monthly roundtable meetings with service provider partners to facilitate a 

brainstorming and ideation process.   

This report addresses the barriers that newcomers face when accessing services in Kingston. It also 

provides a comprehensive understanding of the EDI gaps in service provision models. 
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2. EDI Gaps and Challenges among Service Providers  

Key gaps in the service delivery models assessed were found to be around the following themes:   

1. EDI integration in organizations’ marketing strategies and customer services practices  

2. Cultural and communication challenges in serving diverse clients.  

3. Accommodation embedded in the organizations’ practices when serving customers with 

language barriers.  

4. EDI Integration in the organization's relevant policies and procedures  

5. Collaboration with equity-deserving groups when designing and evaluating customer 

service practices.  

 

Furthermore, the respondents fell into one of two categories: Managers and or Supervisors; and 

Frontline staff.  

 

Figure 2.1: EDI Gaps in Service Provision Among Services Providers in Kingston 
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Key: 

Q1-Cultural and communication challenges in serving diverse clients.   

Q2-EDI integration in the organization’s marketing strategies and customer services practices.  

Q3-Accommodation embedded in the organization’s practices when serving customers with language 

barriers.   

Q4-EDI Integration in the organization's relevant policies and procedures.   

Q5- Collaboration with equity-deserving groups when designing and evaluating customer service practice. 

 

Figure 2.1 illustrates the percentages of existing gaps and challenges faced by service providers 

across 14 selected service organizations in Kingston. The chart shows that ‘The Integration of EDI 

into marketing strategies and customer services practices was ranked the lowest value (2.33), 

reflecting the highest existing gap. Other gaps in the organizations' service provision practices 

include ‘Accommodation embedded in the organization's practices when serving customers with 

language barriers’ and ‘EDI Integration in the organization's relevant policies and procedures 

ranking (2.37 and 2.47) respectively. Finally, ‘Collaboration with equity-deserving groups when 

designing and evaluating customer services practices,’ and Cultural and communication 

challenges in serving diverse clients, ranked (2.52 and 2.92) respectively, representing the lowest 

gaps. 

 

3. Newcomer Focus Groups  

3.1 Demographics Characteristics of Participants 

30 newcomers of diverse backgrounds were invited to participate in the newcomer focus groups. 

The demographic information shows the distribution of the focus group participants' age, ethnic 

group, language, gender identity, sexual orientation, highest level of education, religion, disability, 

and disability type. 
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Figure 3.1: Age Group
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Figure 3.2: Ethnic Group

Arab
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Others

Figure 3.1 shows that 44% of the 

participants were within the age group of  

30-40 years , 23% were in the age group of 

40-50 years , 20% were under 30 years , and 

13% were 51 years plus.    

 

 

 

According to Figure 3.2, the highest 

number of the participants, by 27%, were 

from the Arab ethnic groups, 23% were 

white including Ukrainian newcomers,  

20% were Black, 20% were West Asian 

including Afghan and Iranian, and 10% 

were from other ethnic groups including 

East Asian, South Asian, and others. 

  

 
 

 
Figure 3.3 shows 57% of participants 

selected Dari/Farsi, Ukrainian, Amharic, 

Yoruba, Bengali, and others as their first 

language, 37% selected Arabic, while 6% 

selected Chinese and Portuguese. 
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Figure 3.5: Sexual Orientation
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Figure 3.6: Highest Level of
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Prefer not to say.

Furthermore, Figure 3.4 shows that  

60% of the participants were identified as 

men and 40% were women. 

 

According to Figure 3.5 77% of the 

participants indicated their sexual 

orientation as straight or heterogenous, 

6% were identified as asexual or bisexual, 

3% preferred not to say, and 14% 

provided no answer.  

 

 

Figure 3.6 illustrates the distribution of 

the respondent's highest level of education. 

30% of the participants indicated to have 

completed a university undergraduate 

degree, 17% completed a college program, 

17% completed a master’s degree, 6% a 

doctoral degree, and 3% preferred not to 

say. In addition, 27% of the participants 

indicated others, such as a high school 

diploma or postgraduate certificate or 

diploma.  
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Figure 3.7: Religion/Creed

Muslim
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Prefer not to say
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Figure 3.8: Disability

Yes

No

Figure 3.8 shows that 7% of the participants 

indicated having a disability. 

 

According to Figure 3.7, 50% of the 

participants were identified as Muslim, 34% 

as Christian, 10% no religion, 3% other 

religions, and 3% preferred not to say. 

 

Figure 3.9 shows 4% selected visual 

impairment as a disability type and  

3% preferred not to say. 
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3.2 Focus Group Results 

      The focus group study was organized around the following themes:   

• How would you describe your experiences accessing key services in Kingston?  

• Tell us a bit about the barriers that you face when accessing services in Kingston.  

• How do you think service providers should change or improve their practices to 

make your experience a more inclusive and equitable one?  

• Can you share an example of when you felt excluded or unfairly treated?  

3.2.1 Challenges and Barriers to Accessing Services 

The participants were asked to provide an explicit description of their experience and the 

constraints they often encounter in accessing some major services in Kingston. Based on 

their responses, the top three challenges were identified as follows:  

• Language Barrier 

• Cultural Sensitivity, e.g., discrimination    

• Communication, e.g., lack of information 

Table 3.1 and Figure 3.10 show the list of the top three challenges and barriers that all participants 

of this study have been facing. 50% of the respondents ranked language as the first significant 

barrier to accessing services, Cultural sensitivity challenges by 26.7% and Communication barriers 

by 23.3% were ranked as the second and the third barriers to accessing services. In addition, 

participants expressed dealing with mental health struggles, anxiety, stress, and social exclusion 

as a result of facing these challenges.  

 

Table 3.1: Challenges and Barriers to Accessing Services 
 

Challenges and Barriers Frequency Percentage 

Language 15 50 % 

Cultural Sensitivity 8 26.7 % 

Communication 7 23.3 % 

Total 30 100 % 
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Figure 3.10: Challenges and Barriers to Accessing Services  

 

 
 

3.2.2 Newcomers’ Solutions for More Inclusive Services  

The participants of the study provided suggestions on productive ways that service providers could 

improve their practices to make the service recipients’ experience more inclusive. These 

suggestions are as follows:  

• Providing language interpretation services.   

• Providing more accurate language interpretation. 

• Service organizations provide more information about their systems, procedures, 

and services for newcomers, such as information on websites, training, seminars, 

courses, and workshops.   

• Improving customer service practices, to be devoid of discrimination, racism, 

biases, and unfair treatment and lack of cultural sensitivity 

• More awareness of the newcomers' cultures and needs.   

• Making services more accessible for persons with disabilities.  

• Use of technological tools: e.g., online booking appointments instead of long 

waiting hours. 
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• EDI support to be offered by expert matters for staff and welcoming/orientation 

programs for newcomers.  

• Some higher education and healthcare services to become more accessible and 

affordable for newcomers.   

4. Conclusion  

This study offers evidence-based findings on the barriers newcomers have been facing in accessing 

services in Kingston, and the challenges the service provider organizations encounter in serving 

the diverse communities. This research aims to address the existing gaps and provide information 

on the specific areas of improvement. Since the communities are becoming more diverse, cultural 

awareness, improving traditional practices, and acquiring novel methods in service provision 

models are pivotal in creating more inclusive environments.  
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