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Agenda


1. Introduce LIS vocabulary


2. Introduce dissertation research


3. Discuss implications for settlement 
service delivery   







Defining information practices I


 Information practices


 “a set of socially and culturally established ways to identify, 
seek, use, and share the information available in various 
sources such as television, newspapers, and the Internet.” 
(Savolainen, 2008, p. 2) 


 information is sought on a daily basis to manage our lives


 Information practices are complex, habitual, and often non-
rational 







Defining information practices II


 Information needs
 pre-migration information; employment information; housing 


information; education information; information about life and 
customs in Canada and their new communities 


 Information sources
 social networks (family and friends); media sources (internet and 


TV); organizations (settlement agencies, community centres, 
libraries)


 Information barriers
 language; cultural differences; suspicion or mistrust of authority 


(including government and other institutions); small social networks; 
using children to find information; lack of familiarity with many 
Canadian information sources 







Culturally alien information environment
(Mehra & Papajohn, 2007)


 During migration information needs and barriers to 
accessing adequate information are high


 Newcomers do not yet have established information 
sources or patterns of finding information
They may be unfamiliar with Canadian information 


environment
They do not have local social networks


 Finding everyday information may be daunting and 
complex process 







Immigrants’ information practices I


 Little is known because immigrants are a heterogeneous 
group at different stages of the immigration process


 Information needs are both instrumental and expressive
 Use of internet for maintaining, and exploring aspects of ethno-


cultural identity (Aizlewood & Doody, 2002)
 International sources such as websites may create feelings of 


closeness with home (Sampredo, 1998)


 Information sources
 Immigrants tend to seek information from human sources, 


particularly other immigrants (Fisher et al, 2004; Silvio, 2006).







Immigrants’ information practices II


 Information barriers
Trust and language may play a large role in selecting 


information sources (Fisher et al, 2004; Sligo & 
Jameson, 2000; Liu & Redford, 1997) 


The outcomes of information practices 
extend beyond finding information
They may build local and transnational social networks 


(Chien, 2005; Salaff & Greve, 2003)







Research 


My research explores the role that transnational 
information practices play in the migration and 
settlement process of newcomers from the 
Philippines to Winnipeg. 


Transnational information practices = use of 
transnational network ties & international information 
sources 


Settlement information = information required before, 
during, and immediately after settlement







Transnational social networks I


 Immigration as a process of “ties and connections” 
whereby many immigrants will sustain relationships 
(i.e. ongoing communication, remittances, and political 
participation etc.) with their home country


 Current research explores how transnational networks:
assist with the immigration process
facilitate entrepreneurship
facilitate job seeking and provide employment 


opportunities
provide familial support







Transnational social networks II


 Social networks may not be adequate (in terms of the 
size, density and strength of network ties) to facilitate 
newcomer transition to their adopted society


 Transnational social networks may provide access to 
information resources not available through local 
networks


 Research focuses on the specific role that 
transnational information practices play in benefiting 
(and potentially creating barriers) for newcomers 







Rethinking social capital I 


 social capital: “resources embedded in social 
networks accessed and used by actors for 
action” (Lin, 2001, p. 25)


 strong ties (such as family members) are 
strongly motivated to help (Granovetter, 1983) 


 information travels most effectively through 
networks via weak ties (Burt, 1992) 







Rethinking social capital II


 BUT…networks are dynamic and have a range of 
structures, functions, and consequences (Antcliff, 
Saundry, & Stuart, 2007) 


 This research will uncover a nuanced understanding of 
how individuals make sense of and navigate their 
networks taking into consideration:


 network characteristics (such as tie strength) 
AND


 complicating factors such as information environments (or the 
context in which an information need occurs) 


 location of network members 







Method


 In-depth interviews with 20-30 people recently 
arrived to Winnipeg from the Philippines (within 
5 years) 


 Interviews will collect 3 “types” of data, including: 
Open-ended chronological accounts of 


respondents’ migration and settlement experiences 
Information about respondents’ information 


environments 
Respondents’ transnational and local social 


networks







Preliminary “findings”







Implications for settlement service 
delivery
 social networks are assets that information 


providers must take into account


 expand notion of “information needs” to include 
vital settlement information as well as leisure 
material, media consumption, and the 
maintenance and development of social 
networks 


 expand notions of service delivery to account for 
barriers to finding information such as trust and 
language 
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Objectives
• Consider the potential of LSP to extend information 


services to newcomers.


• Propose a framework for addressing newcomer needs 
in public libraries.


• Discuss progress made and potential to improve 
inclusion of newcomers along the adaptation 
continuum. 







Library Settlement Partnerships (LSP)


3 contextual frameworks:
• Immigration trends
• Settlement theory and practice
• Public library history and capacity to 


respond to changing socioeconomic 
realities







Ontario Immigration Trends


Immigration realities primary driver for 
LSP:


• Major immigrant receiving region 
worldwide


• 28% immigrants in province and 45% 
in Toronto


• Complex linguistic and demographic 
composition







Strategic Context 
Settlement Theory and Practice


• Beyond multiculturalism in response to 
developing concepts of :


• public value
• social capital
• civic participation
• social cohesion


• Partnerships in response to growing 
demands of global migration







Strategic Context 
History of Public Libraries 


• Serving immigrants & other marginalized 
groups is not new


• Settlement information
• Multilingual collections
• Adult education (including ESL, literacy 
and citizenship education)







LSP Defined


• Government supported partnership 
between settlement and public library 
sectors


• 3rd year
• 49 branches of 11 library systems 


supported by 80 workers from 22 
agencies







LSP Defined
• Services are:


• One-on-one 
• Group information sessions & 


programs
• Outreach


• Extends reach of both partners 
• Breaks down barriers between 


immigrants and libraries







Background to LSP
Began 3 years ago as an extension of SWIS
Pilot project in 3 communities
8 additional communities came on board a 
year later


Number of communities went from 3 to 11
Agencies involved went from 15 to 22
 Intense growth and program development
Part of a bigger context of services provided 
by all 3 levels of government







LSP in Ontario Today







LSP in CIC
Settlement services:


• Initial needs assessment
• Information and orientation
• Interpretation and translation
• Referral to appropriate community resources
• Solution-focused counselling 
• Employment-related services







Wider Eligibility Criteria
• In addition to newcomers, LSP Workers  can 


also serve:
• Refugee claimants
• People on other types of work visas
• Students
• Visitors
• Or anyone else who has a newcomer 


question.







Overlap 
• Many programs delivered by settlement 


sector
• New CIC program model will see LSP fall 


within 3 program streams:
• Welcoming communities
• Skills development, particularly in the area 


of information literacy
• Information and referral







How LSP Works







Benefits


 Extends reach (points of service 
and hours)


 Breaks down barriers
 Eligibility requirements waived
 New program and service 


synergies that improve practice of 
both professions







Diversity Model


1. GOVERNANCE


2. OP 3. 
SERVICES 4. HR







Diversity Framework: Phases of Inclusion


STATUS QUO WELCOMING INCLUSIVE FULLY ENGAGED


Governance


Policies


Human
Resources 


Service 
Development







Diversity Framework: Phases of Inclusion
STATUS QUO WELCOMING INCLUSIVE FULLY


ENGAGED


Library does 
not 
differentiate 
between the 
needs of 
newcomers & 
existing 
patrons.


Some 
awareness of 
newcomer needs 
and first steps in 
meeting 
immediate 
settlement 
needs.


Increased 
consultation / 
involvement 
with newcomers 
& capacity to 
meet 
intermediate 
settlement 
needs. 


Meaningful & 
active 
engagement 
& empower-
ment of 
newcomers in 
prioritization & 
planning of 
services. 







Diversity Framework: Services


Service 
Development


STATUS QUO WELCOMING INCLUSIVE FULLY
ENGAGED


Collections


Information 
Services


Technologies


Facilities


Community 
Programming







Diversity Framework: Policy


• Strategic plans
• Specific diversity policies
• Adaptation of usual way of doing 


business
• Operational guidelines of LSP







Diversity Framework: Human Resources


• Staffing
• Volunteers
• Mentoring and other professional 


supports
• Staff training and professional 


development







Diversity Framework: Governance


• Not really there yet but coming ….. 
• Initial attempts at community forums to 


plan LSP service per se but not 
impacting library governance yet.







What’s Next?







Contact Information


coordinator@ciclsp.ca


www.lsp-peb.ca
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Public Library 
Services to 
Newcomers


New Information Environments







 I N F O R M A T I O N  E N V I R O N M E N T S
 An organizational perspective


 L I B R A R Y  S E R V I C E  T O  N E W C O M E R S  
 brief history


 H O W  C A N  L I B R A R I E S  &  I M M I G R A N T  S E R V I N G  
A G E N C I E S  C O M P L E M E N T  E A C H  O T H E R ?


AGENDA


New Information Environments







Settlement Information Environment


Newcomers
Formal 
Sources


Immigrant 
Serving 


Agencies


Governments


Public 
institutions


Informal 
Sources


Everyday 
Practices & 
Problem-


solving


Social networks 
– local & 


transnational


Online 
information 


sources







H I S T O R Y  O F  S E R V I C E S  T O  N E W C O M E R S :


I . M U L T I - L I N G U A L  C O L L E C T I O N S


I . S E T T L E M E N T  I N F O R M A T I O N  


I I . E D U C A T I O N  


I . U S E  O F  L I B R A R I E S  A S  C I V I C / S O C I A L  
S P A C E S


Public Libraries – Services to 
Newcomers







 P R I M A R Y  M A N D A T E :  B U I L D I N G  B O O K  
C O L L E C T I O N S  ( P R I N T )


 E M P H A S I S  O N  S E L F - D I R E C T E D  L E A R N I N G
 Early 1900s – began developing multi-lingual collections
 Cooperation with settlement houses


Public Library Services to 
Newcomers







Multi-lingual Collections


Library Services to Newcomers


 Books, CDs, DVDs
 Ethno-cultural 


Newspapers, 
magazines


 ESL and Citizenship 
learning  materials


 Access to Computers 
and the Internet







 O R G A N I Z I N G  C O L L E C T I O N S  S O  T H A T  U S E R S  
C O U L D  F I N D  W H A T  T H E Y  N E E D E D
 D E V E L O P E D  S E R V I C E S  T O  A S S I S T
 Reference services
 Reader Advisory services


O T H E R ?


Public Library Services to 
Newcomers







 T R E N D  T O W A R D  P R O V I D I N G  C O M M U N I T Y  
I N F O R M A T I O N  – 1 9 6 0 ’ S  B U T  B E G A N  M U C H  
E A R L I E R  W I T H  C O M M U N I T Y  N E E D S  
A S S E S S M E N T S
 Information & Referral Services


Public Library Services to 
Newcomers







Settlement Information


Library Services to Newcomers


 Settlement 
Information


 Reference services
 Community 


Information & Referral







 L E A R N I N G
 S E L F - D I R E C T E D
F O R M A L  E D U C A T I O N


 Early supporter of adult education/literacy
 Expertise in introducing literacy skills to pre-


school aged children
 Facilitators – host classes offered by various 


community organizations such as ESL


Public Library Services to 
Newcomers







Access to Learning & Education


Library Services to Newcomers


 ESL & Computer 
Classes


 Storytelling
 Adult education / 


Literacy 







 S O C I A L  R E S P O N S I B I L I T Y  O F  L I B R A R I E S
 Informed public
 Intellectual freedom /freedom of speech


 C O M M U N I T Y  L I B R A R I A N S H I P
De-institutionalization of libraries to fit better with community 
organizations


 L I B R A R I E S  A S  “ I N F O R M A T I O N  G R O U N D S ”  


Public Library Services to 
Newcomers







.


Public Libraries As Civic Spaces


Public Library Services to Newcomers


 Multi-Use Spaces for 
cultural / informational 
events: 


 Workshops and 
information sessions


 readings
 lectures 
 live music 
 Performance







Comparing Modes of Information Provision


Immigrant Serving Agencies Libraries


Services Information & Referral (I&R) I&R, reference, reader’s 
advisory


Orientation Orientation - of the library


Translation/Interpretation ✖


Needs Assessment / Counselling / 
Support


✖


Programs Group – information sessions  on 
employment, healthcare, etc.


✔ Story telling, information 
literacy


1x1 ✖


Outreach ✔


Resources Multilingual materials ✔


Access to facilities, Internet Universal Access to Public
Spaces, Internet







Immigrant Serving 
Agencies Public libraries


 Regardless of status, 
immigrants have the right 
to: 
 settlement services 
 universal access to social 


service
 Full participation in society


 Community development, 
education & advocacy


 Anti-racism & anti-
discrimination


 Preservation of 
knowledge


 right to access 
information


 universal access to 
learning


 social responsibility


Comparing Sector Values







Immigrant Serving 
Agencies Public Libraries


 Specialists
 Eligibility for services
 Mix of program-based 


funding sources (Federal, 
provincial, municipal, 
fundraising, etc.)


 Settlement workers –
female dominated, 
ethnically diverse, highly 
educated, recent 
immigrants, on the job 
training


 Generalists “everything 
to everyone”


 Flexibility
 Core funding from 


municipalities, ad hoc 
sources


 Librarians – female 
dominated, not diverse, 
professional 
accreditation


Comparing Organizational Characteristics
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Settlement Information Renewal 
Exercise (SIRE): A New Integrated 
Approach by CIC


Cedric de Chardon and David Tavares







“Information is a source of learning. But unless it is 
organized, processed, and available to the right people in a 
format for decision making, it is a burden, not a benefit.” 


William Pollard


“Information Provision is a key component of social 
inclusion. The ways in which newcomers and immigrant 
communities locate and access content in forms that are 
understandable and usable to them is essential to their 
integration in society.” 


Caidi and Allard, 2005: p314


Introduction







• Background to the Settlement Information 
Renewal Exercise


• Summary of approach and main steps


• Conceptual challenges


• Future directions


OVERVIEW







• Citizenship and Immigration Canada (CIC) 
provides newcomers with practical settlement 
information on a wide range of topics


• CIC info covers needs expressed by newcomers 
and GOC messaging


• Target audience: all new permanent residents
– Federal information complements more localized 


information provided by provinces/territories, 
municipalities and immigrant-serving organizations


BACKGROUND







• Settlement Information Renewal Exercise (SIRE): 
project to renew the settlement info CIC provides to 
newcomers


• Goals: 
– To generate a dynamic repository of new settlement info 


for use in CIC information products and for sharing with 
partners


– To optimize the information in terms of its clarity, 
relevance and usefulness to newcomers


– To refer newcomers to sources of further information 
and settlement support services


– To align the new content with information for 
newcomers offered by other federal departments


BACKGROUND







Necessity to develop an approach to information renewal 
based on evidence and consultations


i. Analysis of surveys and research on newcomer 
information needs


ii. Expert meeting on newcomer information needs


iii. Consultations with government stakeholders (federal & 
provincial)


iv. Development of information architecture & writing of 
new content


APPROACH AND KEY STEPS







1. Checklists: Important things to do 
before and after arriving in Canada


9. Education


2. Canada: A Brief Overview 10. Housing 


3. Sources of Settlement Information 11. Healthcare 


4. Rights and Freedoms in Canada 12. Money and Finances


5. Canadian Law and Justice 13. Transportation


6. Important Documents 14. Communications and Media


7. Improving English or French 15. Community Connections


8. Employment and Income


*Sections are 2-8 pages in length


16. Becoming a Canadian Citizen


MAIN TOPICS







v. Plain language editing of the draft content
– Centre for Canadian Language Benchmarks
– Canadian Language Benchmark 5


vi. Newcomer focus group consultations to 
obtain feedback & input on the draft 
information


― Diverse sample of 76 newcomers consulted over 5 sessions 
held in different cities across Canada


― Feedback solicited on: clarity, relevance, selection of topics, 
organization of material, level of detail, reading level, and 
usefulness of referrals.  


APPROACH AND KEY STEPS







1. Building an evidence base on newcomer 
information needs


• Most surveys & research provide limited basis for 
developing settlement info with broad relevance


• Need to identify cross-cutting themes


• Further research:


– How can information provision help overcome 
settlement barriers in particular domains? 


CONCEPTUAL CHALLENGES







2. Choosing an organizing principle. Options: 
a) Organization according to the needs of different 


segments of newcomer population
b) Organization according to info needed at different 


settlement stages
c) Organization by information topic


• Option (c) chosen because a clear, well-organized 
topical organization affords newcomers the agency 
to choose what information is most important to 
them throughout their personal settlement 
continuum.


CONCEPTUAL CHALLENGES







3. Level of detail


• Too much detail overwhelming, too little 
leads creates confusion and requires 
searching out further information


• Decision: provide comprehensive intro to 
most topics – enough to enable decisions 
and inform action items


CONCEPTUAL CHALLENGES







• The new info will be used selectively to inform the 
content of settlement information products and 
orientation services
– Whenever it is used, the information will be adapted or 


complemented in light of the aims and target audience of the 
product or service in question


• Continual improvement – content must be responsive to 
changing needs and priorities in information provision
– Further stakeholder consultations
– Continue developing evidence base


• Incorporating settlement stories to illustrate newcomer 
experiences and the importance of key information


FUTURE DIRECTIONS







• Acknowledgements: Marie Eve Roy 
Marcoux, Mia Gauthier, Kyle Lambier, Paul 
Weber, Yves Saint-Germain
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– David.Tavares@cic.gc.ca


– Cedric.deChardon@cic.gc.ca
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