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TIES Transition to remote program delivery internal study 
First survey report 

 
Introduction: 
 
In March, 2020, The Immigrant Education Society (TIES) conducted a 
comprehensive transition to remote and online service delivery as a result of the 
Covid-19 pandemic. This involved an unprecedented restructuring of its processes 
and practices onto a largely digital series of platforms for an unspecified period of 
time. It is presumed that this transition resulted in a degree of disruption that 
impacted both staff and clients at TIES.  With the aim of gaining a clearer 
understanding of these impacts and reactions of staff and clients to this transition, 
TIES is conducting a Transition to Remote Program Delivery study. It consists of 1) 
an initial staff and client survey examining their challenges and reactions, 2) a second 
survey several weeks later and closer to a return to normal classes to seek elaboration 
and updates on key issues identified in the first survey and 3) a series of focus groups 
with staff and clients upon the conclusion of the crisis and a return to normal 
operations. The aim of this study is to provide an informed picture of the impacts of 
the transition on the organization, and to serve as a source of data for subsequent 
decisions and support programming. 
 
Client survey 
 
A total of 124 participants completed the survey, representing approximately ten percent of TIES 
clients in our various programs (LINC, Employment Training, and Settlement programs). The 
survey was distributed between April 9 and April 24 2020. 
 
Regarding the program respondents belong to, 68 percent indicated the reason they come to TIES is 
for LINC instruction (Figure 1). The second most reported reason was employment training 
programs (16 percent), followed by settlement help (9 percent), and various others (7 percent).  
 
 
 
 
 
 
 

Figure 1: Percentage of respondents by client category 
 



   
Want to learn more? Questions?  

www.immigrant-education.ca 

 
 

Copyright 2020 - The Immigrant Education Society  

 
 
 
In terms of what factors make it difficult for students and clients to maintain a connection with 
TIES, whether for classes or in general, the use of technology (computer, tablet, smartphone, etc.) 
was the most common response amongst respondents, mentioned by 48 percent of them (Figure 2). 
The second most reported difficulty was “missing other students,” mentioned by 27 percent of 
respondents. Communicating with staff and teachers in the same way as before the pandemic was 
the third most common response, mentioned by almost 20 percent of respondents. Personal factors 
such as lack of childcare or lack of time were the least mentioned challenges.  
 

Figure 2: Percentage of reported difficulties 
with remote service delivery 

Figure 3: Factors hindering programming by 
client category. 

  

  
Because respondents were able to select more than one option, percentages may not add to 100 percent. 

 
Patterns across groups of clients are difficult to assess (Figure 3), as most participants (68 percent) 
were LINC students. For this group, technology was by far the most important concern, mentioned 
by over half (54 percent) of LINC respondents, followed by nearly a quarter (24 percent) who 
mentioned missing classmates, and by 17 percent who mentioned not being able to communicate 
with staff. For those in employment training programs, the most important concern was missing 
other students (mentioned by 40 percent of respondents from this group), followed by caring for 
children (30 percent), and by those who reported not being sure what their main concern is (30 
percent). However, it is possible technology could rank higher in the list of concerns if there had 
been more respondents from employment programs.  
 
In terms of how helpful TIES staff has been (Figure 4), clients and students overwhelmingly report 
their teacher or staff has been very helpful in the transition to remote learning (92 percent), while 4 
percent of respondents felt staff has been a little helpful, and 4 percent are not sure. No respondent 
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indicated they did not feel supported. The same pattern can be observed across different client 
groups.  
 

Figure 4: Level of support received by client category 
 

 
 
The last section asked clients what things were most worrisome or caused them happiness in the 
current context caused by the coronavirus pandemic (Figures 5 and 6).  
 

 
 
Respondents could select more than one option from six possible ones, to reflect the likelihood that 
our clients are dealing with multiple concerns or have various sources of positive feelings. As shown 
in Figure 5, employment situation, becoming ill, and paying rent were the most reported worries, 
with similar percentages of respondents mentioning them. In terms of sources happiness, family and 
friends was selected by over three quarters of respondents, follow by praying (selected by over half 
of respondents), and studying or doing homework (selected by nearly half of respondents).  
 
 
Staff survey 
 
Same as the clients’ survey, a staff survey was distributed between April 9 and April 24 2020. 
A total of 58 participants completed the survey, which represents approximately 40% of TIES staff.  
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Figure 5: Percentage of factors causing worry 
for clients 

Figure 6: Percentage of factors causing 
happiness for clients 

  

  
Because respondents were able to select more than one option, percentages may not add to 100 percent. 
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As can be seen in Figure 7, the majority of respondents (38 percent) identified themselves as LINC 
teachers. 
 

Figure 7: Percentage of respondents by staff program or department 
 

 
 
Staff were asked about the number of technologies or platforms they employ to continue providing 
a program or service to clients in a remote manner (Figure 8). Almost 60 percent of respondents 
employ three or more solutions, with the remaining 41 percent employing only one or two solutions.  
 

Figure 8: Percentage of technological 
solutions used 

Figure 9: Technologies or platforms used by 
staff program or department 

  

  
Because respondents were able to select more than one option, percentages may not add to 100 percent. 

 
In terms of what technologies are most popular (Figure 9), videoconferencing is the most reported 
platform, with 91 percent of all respondents selecting this option, followed by text, selected by 62 
percent of respondents. Email comes as the third option, selected by 57 percent of respondents. 
This pattern is held across staff categories, except LINC teachers report a lower use of telephone (41 
percent of teachers indicated using it), a higher use of email (with 64 percent of teachers indicating 
using it), and, not surprisingly, a much higher use of online resources (with 73 percent of teachers 
using them), when compared to the rest of the groups.  
 
When it comes to the reasons why respondents have chosen those technologies, the highest ranked 
reason was ease of use for clients and/or staff, followed by familiarity with the platform, and by only 
option for clients in third place (Table 1). Figure 10 shows the ranking of reasons reported. 
 

Table 1: Top 3 reasons why staff use their preferred technologies or platforms  
 

38%

17%

12%

12%

7%

5%

5%

3%

LINC teacher

CNC staff

Employment training staff

Volunteer

Other

Settlement

Management

Administration

19%

22%

16%

19%

19%

5%

1 solution

2 solutions

3 solutions

4 solutions

5 solutions

6 solutions

0% 20% 40% 60% 80% 100%

All

LINC teachers

Everyone else

Telephone Email Text Video Online resources Other



   
Want to learn more? Questions?  

www.immigrant-education.ca 

 
 

Copyright 2020 - The Immigrant Education Society  

Reason Rank 
Ease 1 
Familiarity 2 
Only option for clients 3 

 
Figure 10: Ranking of reasons for preferred technology use 

 

 
 
 
In addition to the technologies covered in Figure 9, 22 percent of respondents indicated there are 
other platforms they would like to use but they have not been able to. Among the answers provided 
in this category were Zoom,1 Google classroom, Google Hangouts, Slack, and Microsoft Teams. 
When asked why they have not used these, 31 percent of respondents said the platform is too 
complicated for clients, 31 percent said they would require training, 23 percent indicated the 
platform requires payment, and 15 percent said clients would not be able to access the platform (for 
example because clients do not have reliable internet connection). 
 
In terms of the extent to which staff had to redesign their programs for remote delivery, 88 percent 
indicated they had to redesign either greatly or somewhat, and 12 percent had either very little or no 
redesign at all (Figure 11). The amount of redesign was higher for LINC teachers (with 55 percent 
indicating they had to redesign to a great extent) than for the rest of the staff (with only 26 percent 
indicating they redesigned to a great extent).  
 
Figure 11: Level of program redesign by staff 

program or department 
Figure 12: Level of support received by staff 

program or department  
  

  
 

 
1 At the time the survey was conducted, TIES had not purchased a Zoom subscription.  
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When asked how supported staff have felt by TIES in the transition to remote program delivery, the 
majority of respondents reported a high level of support, with 70 percent indicating they feel 
supported to a great extent (Figure 12), and only 4 percent indicating they felt little or no support at 
all.  
 
In terms of the most challenging aspects to remote program delivery, inability to connect with 
clients and students is the highest ranked by respondents, followed by technology use, and by 
challenges assessing learning in third place (Table 2). Figure 13 shows the ranking of all challenges. 
 

Table 2: Top 3 challenges of remote program delivery  
 

Challenge Rank 
Unable to connect with 

students/clients 
1 

Technology use 2 
Assess learning 3 

 
Figure 13: Ranking of remote program delivery challenges 

 

 
 
Respondents were also asked to identify the top three positive aspects of remote program delivery. 
Here, the opportunity that clients have to learn new skills was the highest ranked positive aspect, 
followed by staff being able to reach out to clients in novel ways, and by the opportunity that staff 
have to learn about new resources in third place. Figure 14 shows the ranking of all positive aspects.  
 

Table 3: Top three positives of remote service delivery 
 

Positive Rank 
Clients gain new skills 1 
New ways of reaching 

out to clients 
2 

Learning about new 
resources 

3 

 
Figure 14: Ranking of remote program delivery positives 
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In addition to multiple choice questions, staff respondents also had the opportunity to provide 
open-ended responses on three key issues. Their responses were analyzed and categorized into 
similar themes. First, they were asked what elements should be implemented in the event they had to 
teach or deliver a program remotely once again. Table 4 presents a summary of these themes and 
sample responses. The majority of comments received referred to the continued use of remote 
delivery platforms and technologies, followed by need for staff and student supports, varieties of 
activities, need for effective communications, continuity of remote delivery, and need for flexibility. 
 
Table 4: Thematic responses to “If you had to teach or deliver a program remotely again, 
what do you think should continue being done?”  
 

Theme Examples 
Continued use 
of remote 
delivery 
technologies 

“More platforms should be explored and easiest and the most effective utilized.” 
“I would continue teaching through Zoom and Google Classroom.” 
“Using the current and newer technologies.” 
“Use of WhatsApp with low-literacy clients, Zoom meetings with cameras on to create community/speaking 
opportunities.” 
“The paid subscription to ESL Library was/is greatly appreciated.” 
“Continue with Zoom sessions in small group sizes of 5 or less students.” 
“Using ZOOM as the best way to communicate.” 

Staff and 
student 
supports 

“Tech support, provision of webcam and/or laptop.” 
“I would like to have training to use different options, resource for online teaching and deliver assessments.” 
“Training. It is a new technology.” 
“For this non-tech volunteer teacher, the small class size helps a lot -- at least until I'm more confident.”   
“Providing learners with access to computers from TIES.” 
“Everything that we are doing now, and more...specific tools for specific learning levels.” 
“One on one with the children and getting better understanding of their learning style”  

Variety of 
activities 

“online activities such as games.”  
“The repeat-after-me exercises are great.” 
“How I sing songs to them through call.”  
“Socialize with TIES.”  

Communication “Use of any platform for continuous communication to the learners; and sending essential information needed 
by the learners.” 
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“We should continue to be effective, have meetings with our team members to communicate how each of us are 
doing throughout the week.” 
“Regular communication with supervisor and staff team though video chat, newsletter and e-mail - both formal 
and informal.” 
“…it seems to me that the continuity of communication with the students -- even if course delivery is not ideal.” 
“continue being positive, sharing resources with each other, exploring more possibilities.” 

Remote 
teaching to 
continue 

“Delivery would be the same.” 
“Online teaching every day.”  
“Talking to them over the phone should continue.” 

Ease and 
flexibility 

“should be easy for students.”  
“Freedom and time to slowly implement.” 
“using the same apps, be more flexible on what students can use so they are more successful.” 

 
A second open-ended question asked participants for their thoughts on what elements of remote 
program delivery could be applied to in-person programing. Themes and sample responses are 
summarized in Table 5. Here, comments centered around increasing blended delivery programming, 
the need for greater digital literacy, multimedia teaching tools, customized teaching, as well as 
flexibility. 
 
Table 5: Thematic responses to “Is there anything you have learned about remote service 
delivery that can be applied to face-to-face programs once the emergency situation 
resolves?” 
 

Theme Examples 
Blended delivery “Remote delivery enables you to reach more students. Remote delivery should still be considered an option 

once the emergency situation is over.” 
“New online game activities that can be done via zoom and in class” 
“Understanding how to do blended classes better in the future.” 
“Yes! I believe it would be awesome to continue to use Google Classrooms to manage data and assign self-
study.” 
“Email students worksheets or additional learning resources to support learning if needed or requested by 
student.” 

Greater digital 
literacy 

“Bringing increased digital literacy components into the classroom so students are better prepared to work 
online in the future, even with low English literacy.” 
“Emails, communication and technology topics should be included in each module.” 
“More challenging as students' English ability and technology ability are quite low.” 
“Reinforce basic email functions every start of the semester.”  
“Teaching students different apps in class as part of the curriculum.”  

Multimedia 
teaching tools 

“Ensuring that Smart Board technology is available in all class rooms as an extra teaching tool.” 
“Opportunity to proper use of apps.” 
“Use of technology in the classroom - more time in computer labs.” 

Customized 
teaching 

“Each child is different, so we should apply on learning each child’s different needs and style of learning and 
help them embrace their new way of learning for a better future.” 
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“It is nice to have 45 mins. Of one:one teaching. It is more personal and perhaps when we return to the 
classroom, we could implement time where we can work with students on their weaknesses, on a regular 
bases.” 
“The positive side of this online learning that I have I noticed is: we are calling one child at a time. So it gave 
an opportunity for one to one observation for educators and more child and family-centred.”  

Flexibility “Patience and resilience.” 
“When you are faced with a challenge you try different options. This crisis has taught me to be prepared for 
emergencies and have students trained more for digital literacy.” 
“Being able to be more resourceful and being sensitive to their needs.” 

  
Lastly, respondents were given the opportunity to add any other thoughts or ideas they did not feel 
were already covered in the previous sections. Here, the feedback received was positive and 
constructive in tone, with responses falling into five distinct themes: handling of the transition, 
issues of accessibility, benefits of remote teaching, stress, and need for supports.  
 
Table 6: Thematic responses to “Is there anything else you would like to share?” 
 

Theme Examples 
Handling of the 
transition 

“I'll be interested to see how the program develops. It's wonderful that TIES has found a way to keep the 
classes going.  The students seem very pleased to have the classes.”  
“It is so amazing that we are able to continue LINC and volunteer classes without waiting until the 
pandemic is over!” 
“Our organisation has been most supportive of all in this situation and I really appreciate it.” 
“Thank you to all TIES staff for your support and appreciation of my fledgling volunteer efforts. I have felt 
warmly welcomed by the entire organization and by the students as well!” 
“The children wait for our daily calls and bring their other siblings also to come to the phone and talk with 
the teacher. They enjoy our daily conversation and follow all our instructions about earning activities […] 
TIES plays a significant role by keeping us abreast of new developments.” 

Accessibility “Any platforms required by TIES should be easily accessible for new immigrants. Requirements should 
reflect the reality of the pandemic.” 
“I think the most important thing is the need for clients to obtain computer literacy, through programs such 
as CALL or NICO, so that they are properly equipped for online learning.” 
“The fact that most of the Literacy and CLB 1-2 level students are not proficient in English, and they are not 
tech savvy, needs to be acknowledged. Perhaps easier platform should be utilised.”  

Benefits of 
remote 
teaching 

“It's a wonderful new experience for teachers and students to connect […] maybe in the future, we can open 
up online classes for students who can’t physically be in class. I honestly love this idea.”  
“I think remote delivery could open up a world of opportunities and advantages. For example, teacher and 
students saving the time and expense of travelling to and from school, especially in all kinds of weather. 
TIES could also potentially acquire more Drop-in student activity because of this.” 
“Working from home will also open possibilities for TIES programs to be recreated and designed for clients 
outside Calgary or Canada […] instructors and students will be able to adapt and gain much from online 
teaching and learning […] we can actually have a mix of both face-to-face and online programs where all 
stakeholders gain the best of both deliveries.” 

Stress “I hope everyone comes as one to help each other to get through these tough times. And hope everyone is 
safe and healthy.” 
“I have been busy handling teaching, students' issues getting online, preparing and unexpected issues with 
the platform being used, and feel actually stressful this week. I believe many teachers do. Just hope things 
will get better next week.” 
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“We should be given more time to compete task, as a single parent I find it very difficult to cope with 2 
young kids. and home schooling.” 
“Working from home blurs the line between professional and personal life, creating a stressful imbalance for 
those with kids or pets at home. Productivity will be adversely affected because the time and space allocated 
for actual work is diminished. For many individuals, working from home can produce tremendous emotional 
and mental anxiety.”   

Support “This is a lot of work and the learning curve is steep. I am enjoying teaching in this manner but would prefer 
to be able to connect with the students in person...especially Foundational Literacy.” 
“It would be great if we could get instructions for downloading and using zoom and google classrooms in 
different languages. It would also be good if the society had a staff mailing list for all staff to avoid excessive 
forwarding.” 
“Technical support for students was poor.” 

 
Survey weaknesses 
 
It is important to keep in mind the responses and opinions presented in this report may not be 
representative of all TIES clients or all TIES staff. It is possible that results are biased in a number 
of ways. First, it is possible the sample overrepresents those clients or staff who have more positive 
opinions about the transition to remote delivery, as in general, people with more negative 
experiences are less likely to wish to participate in a survey. Another possible source of bias, 
especially with the client group, is that those with more technological skills, reliable internet access, 
and familiarity with completing internet surveys are overrepresented. Finally, given the need for staff 
and clients to work or study from home where they have to manage multiple demands (work, study, 
home schooling, caring for family members, etc.), those with more availability could also be 
overrepresented.   
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