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SettleSMART: Supporting Messaging and
Assistance Resource Technology

SettleSMART is a federally funded research and intervention initiative by Immigration, Refugees and Citizenship
Canada (IRCC) under the Service Delivery Improvement (SDI) stream, aimed at improving how newcomers access
timely and accurate settlement information. The project uses Al-powered digital messaging tools—such as ChatBot
and/or Group Chat—to strengthen service communication while enhancing the digital capacity of Service Provider

Organizations (SPOs).

With rising immigration to Canada,
improving access to settlement
services is increasingly vital. To
better understand this trend, we
analyzed immigration data from 2016
to 2021.

Between these years, Canada
welcomed 1,328,240 newcomers, the
highest number ever recorded in a
census. 193,170 immigrants arrived
during the same period in Alberta
(Statistics Canada, 2021).

As of the 2021 Census:

e 23.0% of Canada's population
(8.3 million) were immigrants;
15.6% of them arrived between
2016-2021.

e 23.2% of Alberta’s population
(970,000) were immigrants;
19.9% were recent newcomers.
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Newcomer Tech & Media Trends Environmental Scan

LR E AR CE S ENRCCIEIRN I CIEGAELGEN 1o jdentify gaps between newcomer settlement services and the
el I ee Lol B E L ERRET [ EWCEINE ARG RN digital tools used by Service Provider Organizations (SPOs), it is
SIS EGY T o) BT e NeEICRiCINRUCIIVZY I conducted a web-based environmental scan as the kickoff
WL TR L LA O (N LR E T S CIl  stage. The scan focused on Census Metropolitan Areas (CMAs)
(N ERNEEE RS U P CE AR CTSINE SO and key urban centres across Canada, identifying SPOs currently
Sk lgisl (e CERRWI ICGANET T VR SV sing or piloting Al tools, chatbots, and group messaging
shortly after their arrival in Canada. Furthermore, over platforms. In total, we scanned 362 SPOs across 18

OZIE TS Y SRR BV INC RGN metropolitan areas and provincial/territorial capitals.
Facebook, WhatsApp, and Instagram emerging as the

most frequently used platforms. Based on the scan conducted in Alberta, 43 IRCC-funded Service

Provider Organizations (SPOs) are active in Calgary and
LNEANSVEATL I ENCVEEBOUREIEVEAIVUEE  Edmonton (July 2025). It is planned to launch a pilot phase in
QNI ES eIl ER LRI BN ET I R ERIEERCIEN  hoth cities to test and refine the Al-powered chatbot and group
(LI TSR EEEE T Iy [eRET ool =V SRR I CRUEIRCARZNOEN  chat tools that the SettleSMART developed. The project’s goal is
QeI I ERN ANl I EEEET VT SR N ETNICINI 1o onboard 30 Alberta-based Service Provider Organizations

NN ESIERWVITREAET R TIESRCIGEERE  (SPOs) that have yet to implement digital tools, fostering greater
The most commonly used platforms were Facebook RV ETTI I oI ReTerol-Er o111y AR AR 8 A

Messenger (63%), WhatsApp (57%), Telegram (14%),

and WeChat (10%).
( ) The results of the scan are as follows:

These insights directly inform SettleSMART's digital-
first, mobile-first design approach. By centring the
development of its tools around platforms already
familiar to newcomers, the project ensures high
levels of accessibility, cultural relevance, and user
engagement within digital settlement service
delivery.
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Drawing on this evidence, SettleSMART strategically
targets specific demographic groups to better tailor
its services. These include racialized immigrants,
refugees, and protected persons; women, youth, and
individuals with limited digital literacy; and skilled
immigrants and linguistically diverse users who
depend heavily on digital information. By focusing on Of the 20 group 1
these populations, the project seeks to ensure that messqging plaiforms... g ] 5

its Al-enhanced tools are inclusive, equity-driven, and WhatsApp
responsive to the diverse settlement needs of 1
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