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Use this document to accompany citizens who need hand holding through the portal. 
 
 
Language Selection 
 

 
 
 
First, they’ll select their language of choice. 

• Of the English and French options, have the letter-holder choose the language 
that they’re most comfortable using. 

• Reassure them that they can change language at any point during the 
registration process if they change their mind. 
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Confirming the Letter in the System 
 
Next the user must confirm that they received an eligibility letter from the government by 
clicking “Yes, I have a letter with a code”. 
 

• Families and seniors will have received a letter from the Government of Canada. 
• If the letter is not from the Government of Canada, it is not a legitimate letter. 
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No Letter 
 
• If the user says they have not received a letter, the registration process will end. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



PORTAL WALKTHROUGH SCRIPT                                               
 

 4 

Entering the Access Code 
 

• The portal will then ask for their Access Code. 
o The input field will add spaces between letters so it’s easier to read. They 

do not need to add additional spaces or try to delete them. 
• The code is made up of eight characters and starts with the letter “A” or “B”. 
• Even though they’ve verified their code, the user is not fully registered in the 

system until they reach the last screen of the portal. 
• They cannot stop the process here. 
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Granting Permission 
 

• In order to register the letter-holder with the Connecting Families initiative, the 
portal needs to collect some personal information to share with the other program 
partners. 

• The user must select “Yes, I agree” and grant their permission to continue with 
the registration. 
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No Permission 
 
If they choose “I disagree”, the Portal will tell them that they’re free to 
come back to the site and register later if they change their minds. 

• Remind them to keep their letter. 
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A Written Copy of the Instructions 
 
The registration process includes information the user will need in the future. 

• If they lose their letter, they cannot get a replacement, and therefore may not be 
able to log into the Portal again. 

• The portal will ask if the user wants a written copy of the registration instructions 
sent to an email address or mobile phone number. 

• Recommend they enter their information to receive a copy of the instructions. 
They can choose email, mobile phone or both. 

o If they want it sent to their email, have them fill out both email fields. 
o If they want it sent to their phone, have them fill out the mobile phone field. 

Make sure they are not entering a landline phone number. 
• If they don’t want a written copy of the instructions, they can skip this screen 

using the “skip this step” link. 
• This step is optional and will be offered again. 
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Confirming the Address on the Letter 
 

• Enter the address on the top left of the letter. Including apartment, suite, building 
or unit number. 

• This address must be the one on their letter, instructions on modifying their 
address for Internet follow. 
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Choosing an Address for Subscription 
• Now, the portal will ask if the address on the letter is the same address where the 

letter-holder wants to set up their Internet. Click “Yes, use this address” 
 

 
• If there is another address they would like to use, for example, if they have 

moved since receiving the letter, have them select “No, use a different address 
instead.” 
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Reporting Already Active Internet 
 
The purpose of the portal is to match letter-holders to the Internet Service Providers that 
are available to and most convenient for them. 

• Since it’s easier for a letter-holder to stay with a service provider that they 
already use, the portal will ask if they already receive Internet from an ISP. 

o If they choose “No, I do not”, the letter-holder will be shown a list of all 
possible ISPs 

o If they choose “Yes, I do”, the letter-holder will have an additional step to 
identify their ISP. 
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If They Already Receive Internet 
 
Identifying their Service Provider 
 
If the user said that they did receive the Internet, the portal will ask them which provider 
they use. 

• A list of the local providers will show up on screen. 
• Only ISPs participating in the initiative, and relevant to that area, will appear. 
• If the letter-holder gets their services from a provider that doesn’t appear, have 

them choose “None of the above.” 
• If the letter-holder doesn’t know or can’t remember who they get their services 

from, have them choose “I’m not sure.” 
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ISP Matching 
 
Regardless of whether someone already has Internet service at home or not, this is the 
final screen of the registration process. 

• The user is now registered in the Connecting Families database, their 8 digit 
code has been validated, and they’ve been matched with the available Internet 
service providers in their area. 

• They must contact an ISP to sign up for discounted Internet. 
o They will discuss with the ISP whether they want the $10/month or 

$20/month plan. All of the information for the call is available on this page. 
o If they identified their current ISP, it is presented at the top of the list. 

Encourage them to call their current ISP. Canceling service and switching 
to another may incur costs. 

§ If their current ISP is not able to provide them with the price they 
need, they are allowed to sign up with any of the ISPs on this 
screen. 

§ Remind them to cancel their service with their current ISP so they 
are not billed twice. 
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No ISP Available 
 
In some cases, the final screen will appear, and no Internet Service Providers will be 
listed. 

• This means one of two things. 
• First, it could mean there are no participating Internet service providers for the 

address they’ve given. 
o If the address they want to sign up with is in an area that is not serviced by 

one of the participating ISPs, the letter-holder will not be able to get 
$10/month or $20/month Internet. 

o The letter-holder can try again later, as other ISPs might decide to join the 
initiative. 

• The second possibility is that all of the subscriptions for low-cost Internet in their 
area have been taken. 

o Each ISP is providing the initiative with a limited number of subscriptions. 
o These subscriptions are given away on a first-come-first-served basis. 

• The letter-holder can try again later, as eligibility statuses of participants might 
change, freeing spaces for new subscriptions. 
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Final Step 
 

• Users can receive a written copy of the instructions by clicking the button at the 
bottom of the last page, located under the suggested Internet Service Provider’s 
logo. 

 
• Message regarding computer equipment 

o A message will also appear informing them that they may be eligible to 
obtain a free or low-cost computer device. 

o The associated link automatically opens the local affiliate’s page, 
specifically configured for the IFB program, where they can place their 
order. 

 
• Once the support session is complete: 

o Fully close the portal tab or window. 
o Open a new tab before assisting another letter holder to ensure 

confidentiality. 
 

 
 
This is the end of the step-by-step guide for the Connecting Families initiative. 
Thank you for your time and for your help. 


