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Executive Summary

In the Spring of 2020, COVID19 forced the Barbra Schlifer Commemorative Clinic to create a hybrid work
environment. The Clinic evolved with the pandemic, responding with agility to public safety protocols
and client needs. This involved supporting clients to access virtual services and providing staff with the
support to work safely from home.

Going forward, the Clinic wants to build on this success and establish a hybrid work model that builds
on the knowledge and experience it has gained over the past few years. Through the Hybrid Work Model
Project (which was funded by the Trillium Foundation), the Clinic examined the best ways to implement
a hybrid work model in line with emerging research in this area, to position the Clinic for continued
service excellence and impact, while creating a positive work environment for its people.

This report outlines key findings from the Clinic’s research and consultations with clients, staff, and
community partners between 2020-2023. Overall, the research found that:

e The Clinic successfully pivoted its services during the pandemic, while ensuring good working
conditions for staff. Data showed high levels of satisfaction with the health and safety measures
adopted by the Clinic at different phases of the pandemic. 91% of staff were satisfied or very satisfied
with the Clinic’s health & safety measures across two surveys conducted in 2020 and 2021 (sample
size: 53).

e 85% of clients agreed or strongly agreed that “The Clinic has a clear plan for protecting clients from
COVID-19” (sample size: 113). Feedback from clients showed how individual clients often have
multiple preferences when it came to receiving service virtually or in-person. These preferences
depended on the need and nature of the service. For some clients, virtual services were more
accessible and effective, while for others, the technology can be a significant barrier (e.g., digital
divide, safety issues). These findings emphasize the need for flexibility and adaptability in ensuring
equitable and trauma-informed access to services.

e Consultations with staff and community partners were consistent with broader research on hybrid
work models, which shows there are a mix of benefits and challenges of working from home. These
challenges take on additional dimensions for service organizations providing essential services for
survivors of gender-based violence. A hybrid work model can help balance these multiple
considerations.

Findings from this report will result in the creation of a 3-year hybrid work plan. The plan will articulate
the Clinic’s hybrid work model, while providing baseline and minimum requirements and enhancing the
hybrid working capacity of staff, students, and volunteers at the Clinic. The plan will include a pilot phase
and will be rooted in the strategic planning process for 2023-2025 as well as the Clinic’s evaluation
framework. All existing organizational policies will also be reviewed and updated with an equity analysis
to ensure adherence to the hybrid model of work that emerges through this process.
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Methodology
335 “touch points” of data and feedback.
* Environmental Scan of 30 existing studies.

We consulted 30 studies looking at how workplaces adapted to COVID-19. While our
sample was broad, we kept our focus on relevant factors for the Clinic i.e. trauma-
informed, intersectional, GBV-serving organizational adaptations.

» Staff consultations: We held multiple consultations with staff, which yielded 167 data
points.

This data included: 53 anonymous surveys on pandemic policies conducted in 2020 and
2021 and a more in-depth, all-staff consultation in Dec 2022 with 45 participants. Our
interpreters also completed a survey in Spring 2023 with 69 responses.

* Client consultations: A clinic-wide anonymous survey (113) and client “check-in” week in
April 2023 with 10 responses.

We asked clients what their preferred way of receiving services at the Clinic is (e.g. by
video, phone, in-person, email, or no preference). We also asked an open-ended question
about whether there are specific things about receiving services by video, phone, or in-
person that make it better or more challenging for them.

Our clinic-wide anonymous survey runs continuously on the Clinic’s website and has been
open since March 2021. It includes one specific measure for COVID19.

* Sector consultation with 15 VAW organizations in Ontario (#SHEcovery project).

We also conducted #SHEcovery consultations with 15 VAW organizations to help
understand the intersectional dimensions of hybrid work.
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Environmental Scan

One of the largest and most substantive studies that we found was the Steelcase study of 32,000
people across 10 countries including Canada, who had experienced working from home. !

e They found that 8 out of 10 workers worldwide thought that no longer having to commute
to work was a major benefit of work from home measures.

e At the same time, 10 out of 10 workers described increased isolation from the workplace
and colleagues as a major challenge that they experienced when working from home.

On balance, researchers are finding that most workers would like to see a combination of the two,
in a hybrid arrangement. In fact, 54% of workers globally expect to work from home at least once
a week.

The Key Benefits and Challenges
of Working From Home

People’s experience working from home is
deeply personal and as diverse as individuals
themselves. How people perceive the benefits
and challenges of working from home varies
significantly, yet the data reveal some consistent
issues around the world and patterns that
emerge in different countries.

8 of 10

No Commute: Benefit Isolation: Challenge

Figure 1: Steelcase study of 32,000 workers across 10 countries

! Steelcase Global Report. 2021. “Changing Expectations and the Future of Work: Insights from the pandemic to
create a better work experience.” Accessed Online:

https://www.steelcase.com/content/uploads/2021/02/2021 AM SC Global-Report Changing-Expectations-and-
the-Future-of-Work-2.pdf
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According to the same study, what employees expect from their work and workplaces is also
shifting, after spending months at home during a crisis. Some of these themes include wanting
more safety at work (things like air quality and sanitation), wanting a sense of belonging, wanting
work arrangements that can help boost their productivity — and what this looks like really varies
across individuals and workplaces. They also want to be more comfortable at work and want a
sense of control over there workspaces.

Changing Employee
Expectations

After spending months at home during a crisis,
workers have never been more in touch with
what they want from their work and workplace.
They have new and increased expectations

of their employers and workplaces — desiring
a dramatically different and better experience
than the one they left.

A synthesis of multiple Steelcase studies
identified five critical employee needs that will

change the overall work experience. Many of
these were emerging before the pandemic, but
the time spent working from home accelerated
the awareness and importance of each.

Five Critical Elements:

Safety
Belonging
Productivity
Comfort
Control

Figure 2: Steelcase Study: Changing Employee Expectations

Another highlight that was fairly unanimous across countries was that people rank connection to
other people and a sense of purpose as the top reasons for wanting to return to the workplace.

In every country, people rank connection to
people and purpose among the top reasons
for wanting to return to the workplace.

Figure 3: Steelcase Study: Connection to People
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The Steelcase study also explored some of the nuances of individual experiences. They created
different archetypes or profiles to show how different people experienced the same changes in
very different ways. They caution that these are general patterns — so you might relate to multiple
patterns, or maybe none of these resonate for you. These archetypes were shared with staff as a
reflection tool for staff to think about their own connection to hybrid work environments.

There were 5 patterns, that they identified — the overworked caretaker who is juggling work and
family needs, which we know from previous research is a very gendered phenomenon. But there
are also workers who may feel safer at home, particularly if they are working in environments
that are hostile or not physically or psychologically safe. There is the autonomy seeker, who
experiences a lot of autonomy and freedom when working from home. Fourth is the creative
networker who has adapted well to technology but really craves those spontaneous connections
that you can make in-person. And finally, those who may be feeling very isolated, having a hard
time imposing boundaries on work and missing social interactions with colleagues.

Overworked Caretaker Relieved Self-
Home office is a nonstop Preservationist
flow of competing demands Home office is the only

This person is torn betwesn meeting
work responsibilities and managing
family needs. Their long, jam-packed
day Is chopped between meestings,
focus work, homeschooling and
domestic chores. Exhaustion and
guilt are piling up. They take comfort
in finally being allowed to show they
are parents and not worry Iif their
kids are heard on a call. They miss
the office for the opportunity to leave
home responsibilities behind and
have control over their attention. But
they appreciate the flexibility to work
from home as needed to more easily
manage between their family and
work responsibilities.
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place | am safe

This person’s main concern is not
COVID; it's their psychological safety.
They feel their company is creating a
hostile work environment and working
from home has been a welcome
respite from an organization thay feeal
does not appreciate them. They're
less anxious and more productive,
able to focus on work, rather than
managing relationships. Working
from home gives them a more human
experience that allows them 1o
work in a space that is their own.



Autonomy Seeker
Home office is freedom

Thrilled to work at thelr own rhythm,
without someone constanthy looking
over their shoulder, this person feels
Just as productive at home as before,
if not more. They feel a greater sense
of wellbeing at home, whera they can
look out the window, sit in different
postures, cook healthy meals and
weave in activities that help them
recharge and relax, such as hanging
out with their pet. They especially
enjoy the level of control they have in
designing their own work experience
1o curate a schedule that braids
together life events and work events.

Isolated Zoomer
Home office is a lonely cage

This person lives alone without

any self-imposed boundaries 10
keap to a healthy work schedule.
They'll return 1o the office when
they trust their employer has taken
necessary precautions. They value
the office because it offers a way
to separate work and life. Days are
spent on back-to-back Zoom calls,
and despite constant interaction,
they feel disconnected. They miss
daily social interactions with their
colleagues — a major reason they
come 1o the office. Relationships and
thelr support system at work make
it easier to navigate challenges.
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Frustrated Creative
Networker

Home office is a suspension
from normal life and work

These individuals are conflicted
about returning to the office. They
spend most of their day co-creating,
coaching, persuading and connecting
the dots — work done much better
in the office, especially with larger
groups. But although they desire

the benafits of the office, they don't
think it's safe to return. They have
guickly adapted the use of digital
tools, but they crave more — virtual
meeting technology is still too

limited for creative collaboration and
informal, spontaneous connections
across silos. COVID has been a huge
challenge when they suddenly found
themsebles cut off from in-parson
interactions that drive their work. With
limited tools and a lack of experience
in making them work, they have
shifted focus to more individual 1asks
dona more easily from home.



While the Steelcase study provided important information about global trends, the report did not
sufficiently address the specific impacts for GBV sector organizations. To address this gap, we
examined a series of smaller case studies and articles relevant to this question and found
important trends on the intersectional impacts of COVID19 not covered in the Steelcase study.
We also supplemented this research with findings from our consultations with community
partners in the GBV sector, as part of the Clinic’s #SHECovery project.

PAUSE AND REFLECT: A #SHECOVERY
CONVERSATION ABOUT INCLUSIVENESS,
ACCOUNTABILITY AND COURAGE

Tuesday, September 22, 2022
10AM-12PM
Zoom: https://bit.ly/SHEcovery

Panel Speakers:
Sheila Macdonald, Women's
College Hospital
&
Kiran Brar, Victim Services Toronto

Project Presentations:
Kripa Sekhar, South Asian
Women's Centre
&

Sultana Jahangir, South Asian
Women's Rights Organization

https://www.schliferclinic.com/shecoveryproject/

Funded by
BU rb ra SCh I ifer 8 "?Q:. United Way I *I Women and Gender Femmes et Egalité
ic

Commemordtive Clin " Greater Toronto Equality Canada des genres Canada
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Our research identified several intersectional impacts of COVID-19 for diverse groups of women
(see Figure 4 below).

+
Intersectional Impacts of COVID-19

1.5 million women in Canada lost their jobs in the
first two months of the pandemic.

- Women, especially minorities and immigrant
women, were more likely to work in frontline service
and healthcare positions = heightened exposure to
COVID-19.

- Women shouldered the bulk of childcare and
eldercare responsibilities during stayat-home
measures.

- Gender-Based Violence: A shadow pandemic

Figure 4: Intersectional Impacts of COVID-19

Our #SHEcovery consultations also revealed ways that VAW organizations adapted their
operations to account for these intersectional impacts. For example, participants discussed the
challenges of providing crisis response and intervention in a virtual format and how it can be
more challenging to assess the situation and respond. Some described efforts to bridge the
“digital divide” by providing access to technology and training for those clients who did not have
access or digital literacy. Others kept their doors open for essential services. They also described
coming up with strategies to help ensure safety for clients during virtual counselling and service
delivery, such as use of safe words or signals.

Hybrid Work Model Project: Consultations Report 10



Client Consultations

Data from client consultations was largely positive in terms of the Clinic’s safety protocols for
COVID19. As the Clinic looks ahead to a potential post-covid reality, the task of centering client
needs in the provision of services remains an ongoing consideration. Indeed, feedback from
clients showed how individual clients often have multiple preferences when it came to receiving
service virtually or in-person. For some clients, virtual services were more accessible and
effective, while for others, the technology can be a significant barrier. These findings emphasized
the need for flexibility and adaptability in ensuring equitable and trauma-informed access to
services.

Client Feedback Survey

Key Finding: 85% of clients (to date) agree or strongly agree that “The Clinic has a clear plan for
protecting clients from COVID-19.”

About the survey:

e A Clinic-wide, anonymous survey for any client at the Clinic to share feedback on their
experience.

e Available via the Clinic’s website 24/7 since March 2021.

e 113 responses since March 2021, with a completion rate of 84%

e Includes one specific measure for COVID-19.

Client “Check-In” Week

10 responses collected as part of service delivery in April 2023

What we asked clients:

e What is your preferred way of receiving services at the Clinic? (by video, phone, in-
person, email, no preference)

e Are there specific things about receiving services by video, phone, or in-person that
make it better or more challenging for you?

What we learned:

e Most clients said they did not have a preference or that their preference depended on
the situation, need, or service (50%)

e Commuting for in-person services was a barrier for some clients, who mentioned the
time/costs of commuting, childcare etc.

e Others preferred in-person, usually in cases where the service was highly sensitive or
where in-person connection was important.
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The following quotes illustrate the multiple needs and preferences that clients have, and how

these often depend on the client’s positionality and the nature of the service (see Figure 5).

+
Client “Check-In” Week

Data showed nultiple and dynamic needs and preferences

B——Ss

“It depends on my need and
urgency. If | am dealing with an
immediate need for basic needs,
then a phone call or email is
preferred. When it comes to
details of a service | need in
person appointment.”

Figure 5: Client Quotes
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“I'have five children and although
it is hard for me to travel to the
office, | prefer to meet in person
in the community. My needs are
complex and needs in-person
attention.”

“In person is more challenging
because of transportation. | live
in Scarboroughand it takes time
to come.”
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Staff Consultations

Key Findings

e High levels of satisfaction with health & safety measures adopted by the Clinic, as
reported on staff surveys.

e Findings were fairly consistent with broader research on hybrid work models: there are a

mix of benefits and challenges of working from home. A hybrid work model can help
balance that mix.

e Some challenges identified by staff can be fairly easily remedied. There may be

constraining factors that make more systemic challenges harder for the Clinic to address

e.g. facility and space issues.

Clinic-wide Staff Surveys

The Clinic conducted two staff surveys on pandemic policies in 2020 and 2021.

Health & Safety:

e 91% of staff were satisfied or very satisfied with the Clinic’s health & safety measures
(7% neutral)

e 92% of staff thought the return-to-work orientation, training and materials provided
were extremely helpful or very useful (7% somewhat useful)

Work-Life Balance:

o 48% reported that “unplugging after work” as the biggest challenge in working from
home, 12% reported loneliness as their biggest challenge.

e 36% anticipated that transportation would be their biggest challenge in returning to
work, 8% childcare.

Hybrid Work Model Project: Consultations Report
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Clinic Staff Surveys

Reflections on returning to the office

"Keep communication open
between managers and staff, so
they know who to go to when
they have questions when they
are in office, keep going slowly,
regular mental health check ins."

"I feel ready to start coming in
one day every 2 weeks, as long as
public transportation is deemed
to be safe. and gradually increase
from there."

All-staff consultation

"Remote work is productive but
the environment does not allow
me to set adequate work
boundaries and is bad for my
mental health."

"I really enjoy working from
home, and find that | do not
struggle with loneliness,
unplugging after work,
distractions, staying motivated
etc."

In December 2022, we conducted a more in-depth, all-staff consultation with large and small

group discussions.

Hybrid Work Model Project: Consultations Report
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Name 1-3 things that changed for you during the pandemic:

learned zoom meeting
changed career less physical activity went back to school
home schooling more body pains
reliable time management
no face to face contact

life perception
3 confidence

communication

isolation life balance

. routine howitravel i tiyeness

2 social jack of social gathering

> ¢
" g trqvel work E pubhctronbsnt .
i g i -
connections 8 new job with the clinic
[+}]

learning o working from hon
3 E v

o mental health Nomelife

peace

more grateful

work load
priorities

social life

freedom

humanity

‘amily

less time with family

work life

flexibility

schedule

adaptability

family life relationships

=
]
(%]
e
=
8

career
access

working habits
able to work more time

time spent with family confidence in healthcare

shopping
school nostresswith commut
more fascial activity practice online work

&
eq

enhanced boundaries
join the arabic choir

everythi

isolated

Name 1-3 things that stayed the same for you during the pandemic:

online workshops
supporting client access to food finances

passion for gbv work connectivity  peersupport

c  professional development daily routines »
o 0o e e dabilit connect to family
s B o ;C:t independability
7] 0 e :
w5 B 3 client contact : !
3 9% o e 3 i}; Work _ . - virtual learning
&£ DY & e £ W . friendships c
N = Q c 8 O Tami £ , .
. . ? S % £ y o E relationships
o workload 3 8 stress
work commitment & o
online courses beingonsite (© T same address § employment
communication L enjoyed my work pet
quality of work  adaptability
desire to change things closeness with family
family and friends suppor
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Although staff were highly satisfied with the Clinic’s health and safety protocols in response to
COVID19, health and safety remained a central area of concern for staff moving forward (see
Figures 6 and 7). These findings are consistent with the broader literature.

When it came to in-person work, staff appreciated the measures that the Clinic took to ensure
health and safety. They wanted policies that continue to keep people safe during future COVID
“waves” or other public health events, in an evolving situation (see Figure 6).

Their concerns were not limited to the workplace of the Clinic, but also extended to health &
safety concerns about public transit and other sites they may need to travel to as part of their

work.

+
All-Staff Consultation

What is most important to me as a staff member when it comes to
health and safety at work?

In-Person Work

m Keeping my children healthy m Using TTCis not safe, brings exposure to
m Contact tracing when needed viruses to Clinic: having flexibility to come
m Employees having access to PPE when there are fewer people on TTC
when coming into office m Clear and open communication of policies
m Mask policy and keep itin place as related toillness
long as we can m Still able to work from home when not feeling
m Having staff and clients complete a well, or able to keep child at home and still
COVID 19 screening work
= G.ra'teful for hz?nd sanitizers, the m Flexibility to work from home when people
d's'”feC“”_g wipes are sick with unrelated covid illnesses
" Pro_per sanitization throughout the m Concern about new illness - policies around it?
office . .
) . m Have people in the same room - isit safe?
m Dedicated sick days for COVID-19 . ) S
) m Having an office space where there is airflow
related illnesses and broper licht
m Privacy of personal health proper e

Figure 6: Health & Safety for In-Person Work
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Having a private space in the office
Lounge or place to relax/destress
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When it came to remote work (see Figure 7), staff wanted ongoing support managing work
boundaries at home. They also appreciated the technical support and wanted this to continue in
order to optimize their work arrangements from home.

Another key issue was sickness policies: staff wanted ongoing flexibility around working from
home when sick (but functional), so that there is no pressure to come in when sick or caring for

others who are sick.

+
All-Staff Consultation

What is most important to me as a staff member when
it comes to health and safety at work?

m Longer hours when working from
home

m Ensuring that lunch breaks are
taken and working after hours in
not a consistent habit

m Lack of interaction with colleagues

m Childcare

Figure 7: Health & Safety for Remote Work
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m Tech checks due to laptop use so

often

Had access to ergonomic/ tech
equip from the Clinic. Access to
standing desk at home would be
helpful.

m To be able to check-in with staff

about their work arrangements at
home and what they might need
(we did our best to respond, but
to be able to do so in a more
mindful way)
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Staff findings on work-life balance were fairly consistent with the literature: workers in general
want a mix of in-person and remote work arrangements to suit their individual needs (see Figures
8 and 9).

Clinic staff saw benefits and challenges across both options: there were distractions at the office
depending on how many staff were in that day or depending on the privacy of their workspace,
as well as distractions in remote environments. Some saw the option for remote work as an
important DEI (diversity, equity, and inclusion) strategy, since it could potentially lead to an
expanded labour pool and service catchment area.

+
All-Staff Consultation

What is most important to me as a staff member when it comes to
work-life balance ?

m Like the personal interaction at m Boundaries at work can be
the office — takes some harder
encouragement to get people to m Productivity can tap out after 3
the office days at the office

m The commute to work has an
impact on mental health and
when you are able to work from
home it's not as stressful

Figure 8: Work-Life Balance at Work

+
All-Staff Consultation

What is most important to me as a staff member when it comes to
work-life balance ?

m Time notspentcommuting is time spent  m Boundaries athome can be harder to

working- increases productivity balance
m |Improves quality of life- save time and m Harder to make the separation between
are able todo moree.g. able to pick child work and life at home
up at school,doctorsappointments are m  Working within the hours of % and
more accessible, save moneyon respecting other’'s work hours
transportation m Considering invisible disabilities and how
m |Important forhiring:attract more diverse this may influence productivity

workers and expand our services across m Some distractions at homee(g. dogs)
the provincee.g. hiring more Indigenous

workers who don't wantto live in big

cities and want to live in their

communities

Figure 9: Work-Life Balance at Home
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Adopting a hybrid work model brought with it many opportunities and challenges for staff who

work directly with clients (see Figures 10 and 11).

On the plus side, it enabled expansion of the Clinic’s typical catchment area and reduced barriers

for some clients in accessing flexible services. Some noted fewer appointment cancellations

because of this flexibility.

While technology was a barrier for some clients, it was also a learning opportunity and staff
mentioned helping many clients to increase their digital literacy skills at the same time that staff

were themselves learning new platforms like Zoom, Teams, etc.

+
All-Staff Consultation

Being mindful of clients' needs, including management of client
meetings, catchment areas, and the diversity/complexity of client needs

Enabled the expansion of the project
reach because we are virtual

Remote counselling has been more
flexible

Childcare opportunity at the Clinic
allowed client to meet with counsellor
alone

Clients can save on transportation
Offers the client flexibility- choice- to
meet either remotely or in person
partner organizations can assist with
helping client to meet remotelyif they are
in a different city or location

Greater autonomy

Figure 10: Client's Needs - Opportunities
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m Learning opportunity for clients who need

to learn the technology are more tech
sawy for the experience of having to use
technology

Fewer cancellations when working
remotely; ability to schedule a time that
works better with their schedule
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Safety was a key factor identified by staff in terms of challenges of hybrid service delivery, and
this finding is supported in the literature (see Figure 11). A primary example of this was supporting
clients who may be living with their abusers or whose virtual accounts were being monitored by
their abusers. Having strong digital safety protocols in place was a key consideration.

For some clients, the digital divide remained a major barrier to accessing services during the
pandemic. There was not always time to teach technology or capacity for uptake, despite the
Clinic’s best efforts. Other structural barriers continued to be present —and perhaps intensified —
during the pandemic, such as safe transportation and childcare availability to attend in-person
services.

Another main point raised was the need for the Clinic’s hybrid work model to align with other
stakeholders who may be connected to a client’s situation, such as the courts, other lawyers or
case workers, etc.

+
All-Staff Consultation

Being mindful of clients' needs, including management of client
meetings, catchment areas, and the diversity/complexity of client needs

Inconsistenimeeting patterns: a client
who is accustomed to meeting online
may find it challenging to come to the
office to meet with counsellor

Clients living with abuser mayfind it
challenging to meet via zoom, it may be
triggering, or unsafe

Going to the office could pose childcare
and transportation challenges
Financial barriers: some clients may not
have email or don’thave access to a
computer, making remote problematic
Privacy issue for clients athome
Timerequired to teach clienthowto use
the technology inadvance ofcourt
datesetc.

Figure 11: Client's Needs: Challenges
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More opportunity formiscommunication
whenappointments switch from in
personto virtual, often means
morecommunication with clients

to assure clients understand what

the appointment looks like
Assumption that clients have

the technological knowhow to work with
the technology available tdhem -
e.g.sending a PDF via email.

Our creative solutions may not aligwith
those of other stakeholderge. lawyers
who requireparticularprotocolsbe
followed.

Challenging for us to remain uf-date
with stakehole@r protocols
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Staff also discussed the benefits and challenges of in-person collaborations and interactions for
team building (see Figures 12 and 13).

Overall, staff were appreciative of the efforts made by the Clinic to engage teams virtually, such
as through common practice meetings. At the same time, being on-site made collaborations
easier, since workers can debrief “in the moment” when situations arise, and it is easier to be in
touch with supervisors on site.

In person interactions were also helpful for avoiding or reducing vicarious trauma for those
positions that are client-facing, since there is ample opportunity to debrief and let off steam with
colleagues and supervisors. Some staff also mentioned the importance of hybrid opportunities
for students and volunteers who are seeking connections with the clinic to help facilitate learning
and networking, albeit with enough flexibility so that attending in person is convenient for them.

+
All-Staff Consultation

Importance of in person collaborations and interactions, as well as team -

building
m More connected with people when m Always have 1 staff person of
working from home and connecting more eachdepartment to collaborate
with staff m Clients happy theydon'ttravel to
m Benefit staff working from homenot the clinic and get services
commuting is helpful for their weltleing m Selfcare and wellbeing
and care m Able to take care of family members
m Ability to provide clients both in personor = Saving time for the commute and use
virtual services it for selfcare
m \blunteers and students are more online, m Common practice meetings help to
to see whatis their interest and whatis feel part of the organization.
most convenient for them. m Team building when in person at
the office
m Increase in group attendance ag
isonline.

Figure 12: Collaboration - Opportunities

Hybrid Work Model Project: Consultations Report 21



One challenge for hybrid workplaces identified by staff was ensuring that a sufficient number of
workers are present on-site at any given time. For example, some noted that being in the office
was isolating when not a lot of colleagues are showing up on a given day. Indeed, in some cases
there was more collaboration happening online even though the individual was on-site (e.g.
through virtual team meetings and chat feature). As a result, it is important to have a sufficient
number of people across teams in the office to receive the benefits of team building and
collaboration.

Ensuring a sufficient number of people on site was also a delicate balance: some staff felt that
having too many people in the office could also lead to distraction and reduced productivity.

+
All-Staff Consultation

Importance of in person collaborations and interactions, as well as team -
building

m Getting in touch withsupervisors m Speed of the work, phone, email,

m Debriefing in the moment text, changed multitasking all the time

m |Impacton students because of the m Loss people for groups that were able
nature of the work and consider to come into the office during the day
moresupports

m Vicarious trauma for LI's

m Switch to online training but certain
components need to be face to face

m Isolation for LI'swhen organized a drop
in sessions, LI's did not want to leave

m Feelisolated in the office

m Commuting is wasting time as | can be
more productive at home, stress of
driving or takingttc

m All staffin the office and no privacy

m Team building

m Take in consideration stakeholders
fundersnot to cut rent

Figure 13: Collaboration - Challenges
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There were also challenges and opportunities in space and facility design and use brought on by

the pandemic.

Overall, staff wanted the same kinds of health and wellness options at work that some were able

to optimize when working from home. These included having spaces to unwind, having access to

windows/ natural light, having quiet and confidential spaces to be productive (i.e., with

soundproofing), and having access to ergonomic products such as standing desks.

There were also ongoing space needs that only became intensified during the pandemic, such as

having optimal spaces for meeting with clients (particularly as demand for services increases in

response to GBV rates), as well as having a warm space to introduce donors to the Clinic.

+
All-Staff Consultation

Facility space and capacity for onsite work

Figure 14:

No in office common area space to
unwind

Clients have an expectation to meet
virtually

Not enough workspace available for all
staff

Windows/natural light not available to
everyone

Some spaces are not quiet and
confidential

Sitting for long periods of time causes
body pain

No childcare for inperson appointments
for clients

Internet safety: zoom and confidential
email addresses

Lack of space for funders/donors

Facility space & capacity
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Having a space to take lunch/time to
unwind

The ability to have clients come into
office and have private conversations
The ability to service clients outside the
GTA

Noise cancellation devices

Building Improvement for sound proofing
Standing desk for staff members

Apply funding for programs stopped
during COVID

Opportunity for warm space for donors.
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Equity was another area discussed by staff (see Figures 15 & 16). Many staff saw this as a complex
issue requiring ongoing dialogue about what is truly equitable when it comes to baseline
expectations for hybrid work: considering barriers to access, privileges, and different needs.

A central balancing act had to do with ensuring we have enough staff in the office to meet client
needs, while also ensuring that staff health, safety, and accessibility needs are also being
considered. Some wanted more flexibility to reach out to clients after 5pm, in order to prioritize
clients’ needs for more flexibility to connect with staff when they can be safer.

+
All-Staff Consultation

Baseline expectations for hybrid model work for
employees, students and volunteers that is equitable

m |s there flexibility to reach out to
clients after 5PM to accommodate
clients and meet their needs.

m Flexibility

m Meeting with wlunteers at flexible
hours.

m Showed strength in adaptability.

m Work arrangements ( e.g. few
people in the office, less distraction)
leading to increased productivity

Figure 15: Baseline Expectations - Opportunities
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Some noted that work arrangements for staff may look different depending on the specific job

responsibilities, in addition to the needs of individuals who are filling the role. There were also

inequities across staff in terms of their access to a vehicle or home office that became more

pronounced during the pandemic e.g., higher exposure to COVID for those who have to commute
long distances on public transportation.

There were ongoing space issues that also might affect baseline expectations for hybrid work as

well, such as the lack of natural light or private space for those who work in cubicles compared

to those who have offices.

+
All-Staff Consultation

Baseline expectations for hybrid model work for employees,

and volunteers that is equitable

Challenges

Figure 16:

Whatis truly equitable?Considering
barriers to access, privileges, different
needs

Balancing individual needs of
employees with job responsibilities
(Equity looking different for everyone).
Tech difficulties

Ensuring we have enough staffin the
office to meet client needs/ preferences
Students who request coming into the
office due to tech difficulties or
preferences, may be seeking connection
Access to a space with natural light

Baseline Expectations - Challenges
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students

Equityin terms of office space/
arrangements. Some offices/ cubicles
are dark, can lead to sleepiness/ fatigue
Switching work environments (setting
technology and ergonomics).
Inequitiesin transportation to the
office: Equity around how often people
come into the office and considering
commuting challenges. Not everyone
has same access to vehicle, transitis
often high exposure to covid.
Unstable internet at the office and/or

home and affordability in internet access.

Operating under the illusion that covid is
over.

Flexibility around work schedule to avoid
rush hours. Commute can mean longer
hours (e.g.leaving home earlier).
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Interpreters’ Survey

In addition to consultations with full-time staff, we also surveyed the interpreters who provide

service as part of the Clinic’s Interpreter Services Toronto (IST) employment social enterprise in
April 2023. There were 69 respondents.

Participants in the sample provided a range of services, mostly via telephone and video (see
Figure 17).

120.00%

100.00%

80.00%

60.00%

40.00%

20.00%

0.00%

What kinds of interpretation services do you
currently provide? (Select all that apply)

I I I I -

Face-to-face - Face-to-face - Telephone Video (e.g. Other (please
individual group Zoom, Teams)  specify)

Figure 17: Sample by service
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When we asked participants how the pandemic affected their work environment, the most
common response was that they spent less time commuting (86%) and started working from
home (84%). Most also learned how to use online platforms like Zoom (78%).

Significantly, 42% said they worked fewer hours during the pandemic, and 32% said they felt more
isolated.

How did the pandemic affect your work environment?
(Select all that apply)

Other (please specify)
Felt more connected to others

Felt more isolated

m Balancing childcare/ eldercare and
work at home

B Spent more time commuting
Responses

B Less time spent commuting

= Worked more hours

® Worked fewer hours

m Started working from home

H Learned how to use online platforms
T T T T T (e'g' Zoom)

0.00% 20.00% 40.00% 60.00% 80.00% 100.00%

Figure 18: Pandemic impacts
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When we asked participants to rate the quality of their remote work environment, many

responded positively. A combined 88% said good or very good. 11% said it needs improvement.

Significantly, no respondents said it is “not good at all.”

How would you describe your current "remote" work
environment (for most people this will be their work-

from-home office)

60.00%

50.00% -

40.00% -

30.00% -

20.00% -

10.00% -

0.00%
Responses

M Very good

H Good

M Needs improvement
Not good at all

M | do not work remotely

m Don't know/ not sure

1 Other (please specify)

Figure 19: Remote environment

These strong findings may have resulted, in part, because of support provided by the Clinic to

help with the transition.

For example, a majority of respondents had taken virtual training provided by the Clinic (58%)
and 38% had chosen to access IT equipment to work from home provided by the Clinic (e.g.,
camera, headset). Resources for selfcare were also a popular resource used by 48% of survey

participants.

Hybrid Work Model Project: Consultations Report
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Benefits & Challenges of working from home.

Participants were largely in agreement about the benefits of working from home. These findings
align more generally with trends identified in our environmental scan.

The top ranked benefits of remote work involved saved time and saved costs from not needing to
commute (96% and 94% respectively). Better protection from COVID-19 was also highly ranked

at 84%.

Q7

Figure 20: Benefits of remote work

95.65%

M Better protection from COVID-19

(health & safety)
m Saved time since | do not need to

commute
m Saved costs (e.g. parking, gas,

transportation)

Can take on more client appointments
m Better work/life balance
M Fewer distractions
M Providing interpretation is better via

video/ phone (compared to in-person)
H Other (please specify)

There were also challenges to remote work, although these were generally lower-ranked (see
Figure 21). The top challenges involved having fewer client appointments available virtually
compared to in-person (53%) and feeling more isolated from colleagues/ Clinic staff (42%).

Hybrid Work Model Project: Consultations Report
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Q38

24.19%

53.23%

Figure 21: Challenges of remote work

14.52%

B Feel more isolated from my
colleagues/ Clinic staff

M Have to share workspace at home/
Lack of privacy

 Fewer client appointments are
available virtually compared to in-
person

More challenging to interpret online
compared to in-person

B Don't have sufficient access to
technology (e.g., no computer or slow
computer)

M Have to share my technology with

others (e.g., shared computer
| hﬁore d&stgactpons inter uptefo)ns

When it came to “other” challenges not identified in the survey question, a number of
respondents said there were “no challenges” to working remotely.

Among those who did identify other challenges, internet stability and tech issues were common

themes identified.

Sample quotes:

“Expensive to have a reliable internet plan.”

“I prefer VRI, sometimes OPI presents issues when the provider and the client
are in person on speakerphone. It's much better when everyone is connected
online on Zoom or if everyone is on the phone, for better audio quality.”

“Only disadvantage is less contact with staff and colleagues but zoom helps.”

Hybrid Work Model Project: Consultations Report
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We asked a series of open-ended questions about concerns for in-person and remote work, as
well as resources that might be helpful.

When it came to concerns around delivering in-person services, about half of respondents
either skipped the question or said they did not have any concerns.

Among those who did have concerns, some common themes were:

1.

3.

Health and Safety: Health and safety for oneself and for one’s loved ones was a key theme
in the data. Not all health concerns were specific to the pandemic. Some participants
described longer-term health and accessibility needs that were better mitigated by
remote work.

Nature of the work: Some factors that were unique to interpreter services, such as the
challenges that masks produce when doing language interpretation, and the added risks
of illness when needing to be in close communication with clients to listen and interpret.

Travel and related costs: Costs and time required for travel to appointments was a major
theme that came up across all questions. For a few, this had to do with pay rates at the
Clinic, which due to funding constraints, had not seen major increases despite rising costs-
of-living.

Sample quotes:

“l am still concerned about COVID.”
“My husband is immunocompromised, so afraid of getting sick.”

“Sometimes it is difficult to communicate when everyone in one room have masks on.”

“It is the fact that INT have to be close in contact with NESP, and if at a group setting, INT
need to be even closer because only allowed to whisper while interpreting.”

“Catching viral infections, waste of time commuting and spending resources which can be
put to better use elsewhere for better health outcomes. Additionally, the inflation does
not allow me to travel for the current wage structure.”
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When it came to concerns about phone/video appointments, 63% either skipped the question
or said they had no concerns.

Among those who did have concerns, some common themes were:

1.

Technology: Sound issues and internet stability were major themes that came up
consistently in the survey. In part, because the nature of the work required good sound
and communication, these issues impacted quality of work.

Privacy and safety: There were some comments about lack of privacy in remote work.
This included privacy for the worker, whose phone number might be visible, as well as not
being sure who might be in the room listening in domestic violence cases, which was a
safety issue for clients.

Lack of breaks: A few commented that there seemed to be less opportunity for breaks
when doing appointments by phone/video, which led to increased fatigue for the
interpreter.

Remote can be more challenging: Among some participants, there was a sense that
remote interpretation can be more challenging or more tiring compared to in-person
because of how communication works.

Compensation: The need for sustainable payment with rising costs of living was a
consistent theme that came up across multiple questions in the survey.

Sample quotes:

“Telephone appointments are very challenging to the Interpreter, volume and noise
protection should be considered a workplace safety standard. Clients do not always have
the right technology and environment to connect to virtual assignments.”

“Audio quality can be quite poor at times depending on the microphone and/or
environment the other people are in. This does sometimes mean a meeting will be longer
because of a need to ask for repetition.”

“You are not sure who is in the room listening to domestic violence cases. Clients feel
more comfortable if they have met interpreters.”

“My phone number exposed to clients, so | ask SP and BSCC to be discreet about it -
especially on 3-way conference calls.”

“Long online sessions (and conference calls) are tiresome, often there are no breaks
planned and calling for a break may look awkward.”

“Compensation is not as good or regular to see Interpretation as my main income, yet,
after 13 years as an accredited and certified interpreter. | have to grant me other income
even after working every day almost all week.”
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We asked participants what resources might be helpful in addressing their concerns. While we
asked separate questions for remote resources versus in-person resources, there were many
cross-cutting themes across both types of service delivery.

For in-person assignments, common resources that were named by participants included:

e Continued provision of PPE (personal protective equipment such as masks)

e More information about the sites where they would be visiting, such as whether they
are well-ventilated, whether there is parking available etc.

e Paid transportation to the site

e Increased compensation overall.

Sample quotes:
“PPE and more information about the assignment are provided.”

“Physical spaces that are not crammed and that are well ventilated.”
“Online Google Map to prepare the route and time to access in-person appointment.”
“Paid transportation, uber or a taxi would be great!”

“1 will not work In-Person unless | had excellent compensation, regular workload,
insurance and benefits like paid sick days.”

For remote work, common resources that were named by participants included:

e More virtual assignments offered.

e Access to technology, including equipment, tech support, and gift cards to help with tech
maintenance.

e Training for interpreters as well as for service providers to help reduce technical barriers.

e Increased compensation overall.

Sample quotes:

“More assignments.”

“Not sure BSCC can do much about phone/video appointments since it would require
having Service Providers be aware and trained on good practices for remote meetings
with interpretation and | doubt clients would be able to have all the microphones and
other tools needed, so | know as an interpreter we make do and do the best we can and
follow our guidelines for those situations were the audio is bad.”

“Discount cards at Best Buy etc. issued to us language professionals to maintain and
care about our electronic devices.”
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“Having a good headset with noise cancelling that lasts more than 6 months.”

“l would really prefer to have equipment (laptop and headphones, mainly) from the
agency, if the work is ongoing, and use my own equipment as a backup.”

“Having availability of technical support worker who can help us with any problems that
can occur during assignments.”

“Better compensation. We are freelancers who have to pay for Hydro, computers,
headphones, home office space.”

Overall, participants were very appreciative of the Clinic and for being asked for their feedback.
Sample quotes:
“l would recommend Barbra Schlifer 100% to anyone.”

“Excellent organization and resources are provided by the BSCC and Interpreter Service
team. Very grateful for that.”

“Thank you for organizing the training to reiterate the importance of professionalism in
interpretation. It helps us to provide quality services and build reputation for BSCC and
each one of us.”

“Thanks for the opportunity to express my experiences and needs.”

“This is a very good evaluation. Happy to do it.”
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Conclusion & Implications

Between 2020-2023, the Clinic conducted surveys, focus group consultations, and a literature

review to help evaluate its response to the COVID-19 pandemic and to help chart a course for the

future. Over 335 data points were collected from clients, staff, community organizations and

other stakeholders.

Overall, the data confirmed that the Clinic was successful in responding with agility to public

safety protocols and client needs. Indeed, we can see this as a moment for the Clinic to pause

and celebrate its collective efforts:

91% of staff surveyed were satisfied or very satisfied with the Clinic’s health & safety
measures.

85% of clients surveyed agreed or strongly agreed that the Clinic has a clear plan for
protecting clients from COVID-19.

During focus group consultations, many staff expressed appreciation for the Clinic’s efforts
to maintain a safe, responsive, and collaborative work environment during the pandemic.

Concerns raised by staff were largely consistent with global studies of hybrid work environments:

The opportunity to work remotely brought many unanticipated benefits for staff, such as
time and costs saved from not having to commute to work, as well as increased work-life
balance.

At the same time, flexible work arrangements brought up new challenges, such as
increased isolation from colleagues, and for some, a desire for increased support around
managing technology and boundaries between work and home life.

There were also factors unique to GBV organizations that the Clinic experienced and, in many

cases, showed leadership around:

The inclusion of virtual services intensified barriers for clients who did not have access to
technology and/or did not have digital literacy skills.

New protocols also needed to be established to help ensure digital safety for clients during
virtual appointments, particularly in cases where privacy and/or surveillance by the
person(s) causing harm was a safety issue.

The rising costs of living and ongoing public health concerns posed challenges for clients
and for staff, suggesting that the longer-term impacts of COVID-19 on the sector are
factors that the Clinic and others will need to continue to contend with moving forward.

Hybrid Work Model Project: Consultations Report 35



Implications for Organizational Policies
Findings from the research have important implications for organizational policies at the Clinic.

A central point made by staff was that the COVID19 pandemic is far from over. There are also
likely to be other public health and environmental conditions facing workplaces in the coming
decades.

e |t was important to staff that health & safety policies remain nimble and responsive to
changing conditions. People should continue to feel safe coming to the Clinic in-person,
including clients, staff, students, volunteers, donors, and other stakeholders.

e Staff appreciated the frequent communication and provision of practical tools to enhance
safety, such as PPE for example. Staff wanted ongoing options for working from home
when sick (but functional), so that there is no pressure to come in when sick or caring for
others who are sick.

e Strategies for digital safety and privacy for clients and in some cases for staff was an area
that the Clinic might want to explore more fully. Similarly, the Clinic will need to
collaborate closely with stakeholders to ensure that its policies are consistent across
multiple systems that clients and staff may be navigating. In some cases, this may require
advocacy (e.g., at the courts, or for safe public transportation, for example).

Another key theme emerging from the consultations was flexibility:

e Many clients wanted flexibility when it came to delivery of services, as there were many
factors that clients might be weighing when deciding what modality might work best, such
as the time and costs of commuting and childcare, as well as the nature of the
appointment and need for in-person support. Ensuring consistent in-person support is
also critical for ensuring that those for whom virtual is not accessible or safe are not
prevented from accessing critical services in a timely manner.

e Flexible work arrangements were also important for staff. Many benefited from the option
of remote work at least 1 or 2 days per week. At the same time, staff wanted support both
at home and at the office to help mitigate the challenges of technology, ergonomics, and
distractions that were present across both options.

To meet the range of client needs, workplace arrangements must ensure that enough Clinic staff
are present onsite at any given time.

To ensure that flexible work arrangements are equitable across staff teams, such policies will need
to strike a balance between consistency in baseline expectations of in-person work with
recognition of the unique needs and circumstances affecting individual workers. Some noted that
work arrangements for staff may look different depending on the specific job responsibilities, in
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addition to the needs of individuals who are filling the role. There were also inequities across
staff in terms of their access to a vehicle or home office that became more pronounced during
the pandemic e.g., higher exposure to COVID for those who must commute long distances on
public transportation.

Another key theme was ensuring safe and comfortable workplaces on-site and at home:

e Staff appreciated the technical and ergonomic support provided for working from home
and wanted this to continue to optimize their off-site work arrangements. Some staff
wanted ongoing support managing work boundaries at home.

e Staff wanted the same kinds of health and wellness options at work that some were able
to optimize when working from home. These included having spaces to unwind, having
access to windows/ natural light, having quiet and confidential spaces to be productive
(i.e., with soundproofing), and having access to ergonomic products such as standing
desks.

Finally, an ongoing concern that the Clinic and its funders/ supporters may need to keep in mind
are the longer-term impacts of the pandemic and the rising costs of living. These are factors
affecting both clients and staff — including the Clinic’s IST interpreters — and may ultimately have
an impact on the long-term health of the organization itself.
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