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Introduction

Digital (In)Equity, and Barriers to Use of Digital Legal Resources

5A3A0LE GSOKyz2ft23e O y @b SagynyBouwlinétlal, Z0k6gdo & (2 2 dz
those faing challenges such as lack of knowledge about the legal system and available legal resources,

lack of proximity to local legal services, and inability to afford a lawyer. However, alongside the obvious
potential of digital technologies to increase acceskegal information and resources, concerns about

inequitable accessa RA 3 A i ItfremRAk @A RS a ¢

A largeand variedbody of literature has emergetb explore the factors and barriers at play in
producing this unevetandscape of technology access and.0&m Deurserandvan Dijk(2019)

adzYYF NAT S K2g O2yOSNya lo2dzi GKS RXJBOBKE CRFEAORA R
havingany 6§ SNy Si 02y y SO A 2y T-leieRdigitaydRide®dlafing tdIter@eFskils ¢ a4 S 02y
and usageSubsequently, work in this arémsemphasizd adthirdt S@St ¢ RAIAGFE RADARS

uneven distribution of internet useelated outcomesnd tangible offline benefitévran Deursen & van
Dijk, 2019)As theDigital Justice for BC Working Grdwas emphasizedjnternet access is not only a
right itself but an essential gateway to access other fundamental human rights such as health care,
SRdzOI A2y X | v Digi@RIYsNcdAgrBG Working Gréup, 2020, parmP020 the global
COVIEL9 pandemic has thrust these divides into even sharper reliabaf digital medi&or

education, worksocial supportand to access necessary information, goods, and sersiciienly
transitioned from ubiquitous to mandatory.

Increasingly, criticapproaches within th digital equityliterature underscorehow digital divides are

cembedded in social, economic, and cultural contéxtéadziristic, 2017, p. 38ndthus necessarily

intersect withexperiences of racializatiogender, agesettler-colonialism, (dis)ability, and class, among

other dynamicsDigital exclusions are being shown to not only reflect, but also exacerbate, the

structural inequities of the offline worlds Hernandeandw 2 6 SNIia y2iS> aySg Ofl aas
accesi | YR O02yySOiAgAaie SELSNASYOS INB tSIFRAy3a G2 |
GKAOK a2FGSy NBTi{ SOSYRAENEINRROOBt | i/(FORY, @Wra A $& Of | aa

Legal AAchieviBg@@isal Equity Project

Even prior to theCOVIBL9 pandemic, gestions of digital exclusion and digital inequigve beerof

critical impatance to the work of Legal Aid BC (LABC). IbaB@egularly been recognized for leadership
in the design and delivery of digital Pk&dources These include the Aboriginal Legal Aid in BC, Family
Law in BC, and MyLawBC websites which feature innovgtidked pathway, live chat, and Online
Dispute Resolution (ODR) featur€2 NJ Ay aidl yOS> [! ./ Q& yS¢é ClyYAfe wSa
help tool with access to free expert coaching and mediahile LABGegularly engagein user

testing and evalugon to ensure high quality and maximize accessibilitg,organization isoncerned

that anarray ofstructuralbarriers is preventing many people from effectively accessing and tsing
digital resourcesConsequentlyLABC has initiated thchieving Digital EQuiADEProjed. Thismulti-
method study examiresthe barriersto access and use dfgital resources which are faced by people
across British Columbia (BCABC gratefully acknowledges the support ofltbgal Services

Society/Law Foundation Legal Research Funmidh isfunding this work.
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Literature Review Approach and Methodology

This reportsummarize®ne component of the ADE studg review of literature orthe barriers to access
and use of digital technologieslthough the ADE project specifically focuses on use of olelgee
resourcesmy reviewof literature has been framed more broadin recognition of how digital equity
issues impact access across a broad range of pditor services and resourcdde ADE literature
reviewhas entailechn appraisal of published material in the justice and (where relevant) health and
education sectorgn Canada and internationally, to identifglevantdigital equity themes.

Three boad questions guidethy review:

1 What are the intersecting barriers to accessing and using legal help online?
1 Who is affected, how, anat what point®
f 2KIFIG FNB LINPYAAAY3I FLIWNRIFOKSa (G2 AyONBIa&AYy3d RA

This lieraturereviewhas informedhe additional components of the ADE study, which inclade

populationsurvey of BC residentsacking referrals to digital resourcesjrveys and focus groups with

community workers, Elders, and service providers;&nd i SNIA S6a SELJX 2 NJoyice A Y RA GA
user journeys.

The ADE literature review originally proposed to focus especially ortewmicalbarriers relating to

dza SNBQ Ay GSNBadz SELISNR Sy QSankverl fgedbacemekging tiroughy dza A y 3
[1 ./ Q& Olgaseyaay Rublié Legal Education and Information (PLEI) tegether witha

critical review othe literature, underscorsK 2 4 G KSa-$ SOSEO2FRNNASNA O2dzZ R Y
understood or addressedithout consderingtechnical, physical, and material acceEhe various levels

of digital divide are intricately linked. Given this important realityave also addressegliestions of

connectivity and access in this review.

To conduct this review, | identified sslant publicationsisingan iterative procesthat included
examiningkey reportsknown toLABGhrough Access to Justi¢A2J)and Public Legal Education and
Information (PLEBector networkssuch aghe PLE Learning Exchange Research Datalasetaired

by Community Legal Education Ontario (CLEG)ddition,| undertooksearclesusingthe academic
database Sage Journals Onlasewell assoogle Scholar. The latter search engine prgyadicularly
useful inidentifyingthe considerable body afgre\ literature on digital equity which exists in the A2J,
PLEIpon-profit, and other relevant sectors.

Searchtermsrelatedtél KS & ddzRe GKSYSa 2F RAIAGEHE SldzAade 6So3
GRATFAGIWE A GBRA@AKR2 £ S dzA (i BROAET ALOYF R GERAAT Af (A £O SoaBa aiEs Fal R
GRAIAGIHY QV2BNI QWE &dza LISOG SR SHFIININA KISk { i EK@AOH{ & & EBNB
information and resourcét SS 1 Ay 3 0 S ®IXDNT I NEB/aF 2 deBidd)Sidleayisebions 4 S NI A OS ¢
@t SaAKEPEE ! O0Saa G2 WAdZAGAOS k ! HWIéandirtKdod f N ®EO I
terms for groups of people known or suspected to fawreased | NNA SNBE 6 SdI DS da SNIA (
G622 YRETSy RSN ¢ G Ly RAESYRIBIIEGREE & RAOGA2Y o664/ FyI Rl S
[ 2t dzY2D NB® @.®dr the most part, | focused @ources date@016 or newer. However, in several

! Available cleoconnect.ca/library/researctatabase/
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cases | includedlder materials that werdaighly relevantaind/or which filled a gajin understandingin
total, well over 200publications were selected for either hidével or indepth review.

CAylLfttes Ay FTRRAGAZY (2 &dzZNBSeAy3d Llzof Apdblisheéd2 ya > L
datatableswhich are relevant to connectivignddigital technology use and acceSsatistics Canada

makes considerable efforts to generate repentative populatiodevel data. However gaders should

note that myown use of these data is descriptivather than based in inferential statistical analysis

The remainder of this repogresentsfindings from the ADE literature review in four maictions:

CKS FTANBRG aSOGA2Yy 2F (GKS NBGASH -1 RARNSawhiliedoied & @zS a
to digital technology connectivity and access. National and prowiide statistics suggest high rates of

internet use and technology eess overall, but a closer look reveals significant variations in the type

and quality of access experiencadross communities and househsldhn this section, | also overview

survey research examining differences in rates of use among diverse popgaiigra research which

further underscores how opportunities to use the internet are not distributed equiilgraturein this

F NBF FdzNOIKSNJ AffdzaGNI G§Sa K2g al 0O0Saaé Aa y20 &aiyL
understood as a compleyadient, in terms of choice, diversity and quality.

¢tKS aSO02yR aSOlA2\yo0F2 Qulivds &anBtiBafion (diitlGkal)gird trust in

relation to digital technology use. The literatures on digital literadi®@sA IA G f NBFRAySaaszé |
OF LI oAfAGEE RNI g FGdGSyidAazy (2 aA3IyAFAOLYyG RAFFSNEB
benefits them from dayo day. A key theme that emerges from these bodies of literature is that there

exists awvide range in levels of experience, expressed interest, and comfort in relation to internet use.

CdzNII KSNE dzASNRQ SELISNASYyOS:z S rar@NddnrsidetaRybyitypaioB NS & (2 |
online taskMuch research illustrates hoguestions of motivation, skill, and trust are best understood

in terms of life circumstances and opportunityncluding questions of access, and intersecting, classed,
dynamics of adantage or disadvantage.

I GKANR aSOGA2y 2F (KSOSBORIDARBRNE 243D RS RA BRI M.
section, | draw on research from the access to justice, and public or community legal education and
information sectors taliscuss how digital inequities play out in the context of addressing legal issues

for instance, during legal hefeeking, online searches, and in use of digital legal resources. My

discussion in this section outlines how digital equity issues intersélectmaany known barriers to

accessing justiaeincluding systemic discriminatipirauma the costly, complex, and expestiented

nature of western legal systems; and conditions of stress which are inherent to legal problems. Much

research in this area undszores the value of relationshipasediegal help from a service provider,
FROA&2NE 2N Gyl @A 02NE K2 OFly lFaarad LIS2LIXS Ay
resources, options, and next steps.

The final section of the reporta$cribes thems in the literature that suggegtromising approaches to

I RRNBaaAy3a RAIAGEE Sl dzAMady obhkese Kteryentions @spontdidzivdé A O S 3|
challenges: 1) how to ensure continued and/or expanded access to services for those who fate digi

barriers, and 2) how can users who are able to use digital legal resources be best supported to do so?
(McDonald, Forell, & Wei, 201%irst, while various reports call fprovincewide connectivity and
affordabilityinterventionswhichare largely outside the role of public legal service providérsPLEI

sectorcan still look to spport communityled initiatives and advocacy in these areas whenever possible.
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Further, many studies discu8sKk S ySSR (2 adzlJLl2 NI oSyl of Ayfar Sy JANRY
instance technical supports, digital skills programs, community access pothtsgatal equity planning.
Other relevanthemes in the literatureelate to (offline and online) outreach, search engine

optimization and discoverability, and integration of online legal resource provision with delivery of other
kinds of servicesviuch research also highlights the importanceusfer-centered, accessible, and

inclusive design of sites, content, and digital supports. Finally, an overarching set of suggettions

the PLEI and Alilerature emphasizes the need to preserve and enhance-tagace, and other offline

and personalized, channels for assistar@eerall, he research havesurveyedunderscores the need to
treat digital legal resources as complementags part of a spectrum of services and resources that

may be effective for soe people but not for others, and which may be most effective when used in
combination with supportivetraumainformed andrelationshipbased legal help.



Achieving Digital Equity in Access to Justice Literature Review: Connectivity and Access

OFi-fesw el 60 Oannectidtye, $)se,and Access

Physical and materiakaess to broadband internet, along with tdagital technologyequired to use it,

remains aconcernthroughoutwhat iscalled British Columbiasavell as acroghe landscalledCanada

The first section of tlis report addresseshesequestions oftonnedivity and accesdt is important to

note that, acrossariousd  dzZRA S&> NBFSNBy OSa G2 aO02yySOGAGAGEE |
depending on what is being measured and h@hroughout this document, | use the following terms to

discuss diffeent components othese issues

1 Availabilityg internet service availabilitin the local areawhich depends on both provinegide
and locabroadbandinternet infrastructure)

1 Homeinternet ¢ householdsubscription toresidentialinternet services.

Mobile internet ¢ subscriptionto internet servicewvia cellular or wireless technolgg

9 Digital Bchnology accessphysical and/or materiglaffordability-related)access ta@onnected
devices, such as smartphones, computéblets,modems, routers, etc.

=

¢tKS GSNXY GoNRBIROFYRE NBFSNB (G2 AYyGiSNySai O2yySOiGAz2
second (Mbps) or more. However, the Canadian Redavision and Telecommunications Commission

(CTRC) has established target spesfds0 Mbps (download) and 10 Mbps (uploaay, 50/10)

reflecting the bandwidths considered necessary for full participation in contemporary global online
environments. A download speed of 5 Mbps is the minimum required for many modern internet

activities For instance, a speed of 1 Mbps might support basic email and web browsing but is

considered inadequate for meaningful online participation. Speeds of 6 Mbps might enable a single user

to undertake email, basic web browsing, social media, standard tiefiniideo streaming, and Voice

over IP (VOIP) tasks. Download speeds of 50+ Mbps, however, can support multiple userstudsdgaoud

software, telehealth and online learning applications, hifginition video streaming, and VOIP

activities(KPMG, 2019; see also Government of British Columbia, 202 t&yent BC Connectivity

ReportSELJX  Aya K246 ONBIFIROIYR AYyGSNySi aF¥2Nya 4KS o0
ASYSNI A2y 6 A NBKPMG 20190pSIpKy 2t 234 Sa¢é

The internet availability, speeds and latency experienced by users depends on the infrastructure
connecting that user to the world wide web. This infrastructure is typically described in terms of three
adr3sSa 2NoHOPIRYESY: ¢ KIKSa G YARRE S YAt SzZé yR (GKS «af
The backbone consists of large capacity trunks (usually fibre optics) that transmit
large amounts of data... The middle mile links the backbone to the
0SSt SO02YYdzyAOF GAZ2Y LINE GA RStiNdivas, sGch a8 ySGg2Ny3a |y
universities. The last mile connects the residents [and] small businesses of a
community to the internet, and includes both wireline and wireless delivery
methods, including digital subscriber lines, fibre, coaxial cable, and fixetkss.
(KPMG, 2019, p. 23)

The BC Connectivity Report (KPMG, 2019) provides a breaktipicting howR A F FSNRA y I (i
YAET S AYFNI &0GdNHOG dzNB S ybelawfFgire)RA FFSNAY I alLISSRa | yR



Achieving Digital Equity in Access to Justice Literature Review: Connectivity and Access

Figurel: A Guide to Download Speeds

Dounios Spmt | rsin s i

- Fibre-to-the-Premisas (FTTF
50+ Mbps - Coaxml cables [TV cables)
- Ebased fixed wirelass

Supports multiple users of cloudbased software applications, telshealth, online
learning resources, HD wideo streaming, VolP

Coaxial cablas (TV cables)

& Mbps - DEL [phone hnes) Adaquate for single user for email, basic web browsing, social media, standard
- Radio-based fired wiraless definttion wideo streaming, VolP
- Satelite
— D5SL [phone hines)

1 Mbps — Radio-bazed fixed wiraless Inadequate for online participation — supports basic email and wab browsing

- Satellite

Source: KPMG, 2019. BC ConnigtReport, p. 23

Broadband Internet : Availability , Speed, and Affordability

In this section, discusonnectivity the presence of broadband infrastructure aimternet service

availability as well as subscription faternet serviceghroughoutBC Todo so, | draw oravailable

populationlevel statisticsincluding those referenced in ti@anadian Raditelevision and

Telecommunications CommissicBRTI & / 2 YYdzy AOlF GA 2y & a(@RTE,2@00) Y3 wS LR
whichincludesdal FNRBY {GFdAadGdA0a /| yI ReHSpddtiamNSfistics2 F | 2 dza
reference here, and below in my discussion of internet usdyudethosecollected through the
{GFrGA&GAOa [ I adianRrtethat USEISINRR(RUWSY / | Y

Whilethese populatiodevel dataset® ¥ ¥ S NJ dza S Firdpbrtart 6 ackeInktihs hakeli Q &
limitations. For instancethe sampling methods used by both ti8HS and OB do not target residents

of First Nations reserve communities or ftithe residents of institutions, meaning they cannot be
assumed to capture theonsiderablebarriers to digital technology use which are faced by these groups
Further, the SHS and CIUS only target the populatiohstofy I R Q&  mmeaniniNtBa@natibralS a
leveldatafrom these surveys dzsnot captureexperiencesn the three northern territories, where
internet access and quality is much redu¢&RTC, 2020Btatistics Canada, 2018c, 2019)e CIUS is
also conducted primarily via electronic questionniraising questions about its accessibility to those
without sufficientaccess or exgrience(Smythe, 2020)

Taken togetherthese and othesources of populatiohevel databegin to illustrate how the issue of
internet access is not as simple as it first appeatshé broadest levelthesedata give the impression
of high levels of connectivity overallowevera closer lookeveak significant inequities that are
experienced bynany British Columbians

2For the 2018 CIUS, invitation letters to complete the electronic CIUS questionnaire were sent by mail.
Those for whom Statistics Canada did not have a mailing address were contacted by telephone to complete the
guestionnaire with an interviewer. Intensiven-response followup was also conducted by computassisted
telephone interview(Statistics Canada, 2019b)

10
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Internet Availability and Speed

The authors of the BC Connectivity report note theglative to other Canadianisdictions,BC scores

well with respect to internetwvailabilityand speed (KPMG, 201@)verall, theCRT@stimates that98%

of BC louseholddive in areas with basic broadband services of 5+ Miypsle 3% live in areas where

0 KS /tavgeteddawnload speeds of more than 50 Mbps are availéDRTC, 2020a83C has seen

recent improvements in its upload speeds, and its median download speed of 15.2 Mbps is the highest

of all Canadian jurisdictions. These higher speeds, suggests &KMPGM b0 > | NB AYRAOF G A @S
comparativelyhigh-quality broadband infrastructuréviore detail about overall broadband service

availability is provided irecent statistics from the CRTEIqure2, below):

Figure2: Broadband service availability in BCspged (% of households), 2019

50/10/
Province/Territory 5Mbps+ | 25Mbps+ | 50Mbps+ | unlimited | 100 Mbps+ | Gigabit
British|Columbia 98.3 96.4 94.1 93.5 93.5 57.7

Source: CRTQ)Z0a. Communications and Monitoring Repaut,107. [Excerpt]

Subscription and Affordability

L dirpartant to notethat the availability of internet services in a given region deetsmean that all
localresidentscan orwill subscribe to that serviagewhetherdue to costs, preferencesgjuality, or

other factors.CRTC statisticiggest thain 2019,93% of BC householdwerallsubscribed to fixed
broadband (CRTC, 2020c, Tafs@) For the authors of the BC Connectivity Reptiréserelatively

high subscriptiomatessuggest there is considerable appetite for broadband in the province, when it is
made available (KPM@019).

Within these provincevide statistics, however, theris considerableariation.As | describe throughout
this review the ability to subscribe to digitalerviceds stronglylinkedto affordabilityand incomeln 2018,
ofinternetdzd SNA ¢ A (i K A yquartile’@uith hduSehdldnéomes avier $125,000), fewer thane
percent did not have a home internet connection. Imtrast, of BCinternet userswith household incomes
below $40,000almost 15%lid not have access to theternet at home(Statistics Canada, 2019j)

National datallustrate how such trends become more pronounced@some isconsideredat a more

finely grainedscale across the ten provinces, among those helsldsin the lowest income quintife

(with incomes below $32,914inore than 30% did not use theternet from homein 2017(CRTC,

2020b, p. 52)The2018CIUS found thaiamongCanadiarhouseholdss K2 R2y Qi KI @S Ay G SNJ
home, commonly identified reasons included the cost of internet services (28%) and equipment (19%)

3 GrdAadAada | bugehdids arSdivitad Inth guarties dr Four equal groups based on household
income, each representing 25% of the income distiitmé (Statistics Canada, 2019j, see notes 4, 5)
4 Like a quartile, except that households are divided fivte equalgroups.
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(Statistics Canada, 2019@he2018 Labour Force Survegroduced similar findings: cost was among
the mostimportant barriers identified by over a third (34%) of unconnected rural houselaiosss
Canadaand close to a half §86) of urban households without internet servi&atistics Canada,

2019d) In 2017, Statistics Canada found that almost one in five (18%) people with disabilities across
CanadeDA 1SR a02aidG¢ | a 2y S 2 Fintaret§Stahshcs Gapada 2001K)S& RA Ry Qi
The 2017 SHS found that over82% oBChouseholds subscribed to mobile serviceswever national
dataagainillustrate how these subscriptions alieked to incomeAcross the 10 province87% of
households in the wealthiest quintile (with incomes above $132,809) subscribe to mobile services.
Meanwhile, in the lowest income quintilgvith incomes below $32,9149nly 73% of households were
mobile subscriberCRTC, 2020b, p. 5The same national dataset illustrates how, when it comes to
phone servicempnlytwo percentof the wealthiest quintile housholdsrely on landlines. However, in

the lowest income quintilealmosta quarter (24%pf households relied exclusively on landlines for their
phone service§CRTC, 2020b, p. 51)

TS / we¢/ Qad wHnmd / 2 Y YRegoktaksbniake? yisiblda@vahé dosisLoNdbnyiettivity

are a much morémpactfulburdenfor those withlow-income Acrosghe provincesn 2017 the

wealthiest quintile of households, on average, spent less tivanpercentof their annual income on
communications expendituresincluding mobile, internet, landline, and television services. However,

for the lowest quintile of households, these communications expenditures accounted for almost 10% of

their average annual incom@RTC, 2020b, p. 2But anotherwayg SELISY RA (i dzNBa 2y 02 Y Y«
AaSNIAOSAE Fa | LISNOSyGr3asS 2F K2dzaSK2fR AyO02YS 4SNB
quintile, relative tothe wealthiestquintile (CRTC, ZDb, p. 31)

Across Canaddnousehold spending on landline and television distribution senigdacreasing

However,increasing spending on mobile and internet services means that overall communications

services expenditurdsascontinued to growOf all communications expenses, mobile services are

the biggestcontributort costing Canadian households an average of $101.00 per no &bl 7

(CRTC, 2020Db, p. 32)

Relative to average monthly expenditures across the 10 provinces, BC households spend comparatively
more on both mobile anihternet serviceCRTC, 2020b, pp.-58). The BC Connectivity report

outlines several ways iwhich, relative to other provinces, cost is becomaruggerbarrier for B.C.

residents over time:

In the period between 2011 and 2017, the BC household internet access spending

has increased 59% to $691. The average growth rate in Ontario, Québle&|eemta

is 39% for the same period. From 2016 to 2017, the CRTC reported a growth of 8% in

./ Q& AYUGSNYySi I 00Saa alLISyRAyId ¢KAa AINRPSOIK Aa
YR 2dziLJ OSRX ./ Q& AyO02YS 3INRBgGK NIiGSd ¢KS /
increased 6.6% for the period between 2010 and 2015. (KPMG, 2019, p. 33)

5 The Labour Force Survey (LESonducted in both the provinces and territories; however, territorial LFS
results are not included in national estimates. Similar to other Statistics Canada surveys, the LFS does not include
GLISNE2ya fAGAY3I 2y NI aS NS the proyiReslidtiméSmembers af ik Gahadiant & S G G f
Armed Forces, the institutionalized population, and households in extremely remote areas with very low
population densityg (Statistics Canada, 2018b)
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In addition to income, age is also known to lreimportantfactor with respect to digital service
subscription. Thé w¢ (2@26b): v I f @83 A& 2F aO2WXdzya ObGKSy h OlJ8z 6 (i HHzC
for a service relative to its potential market of uselig)strates how wunger respondents were more
likely to subscribe to mobile and internet services, but slightly less likelgdess television services. In
contrast, respondents over 8@ad high rates of subscription to televisibat were considerably less
likely to subscribe to internet, and especially mobile serviddss trend was even moreticeablefor
Figure3: [Canadawide] Communications Services Penetration by Age Group, 2017.
100%% ¥ P47

those over 65seeFigure3).
9% 93% g2% 7o i

0% BI%

s 705 %
70%
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50%

40%

30%
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10%

0%

18 to 34 years 35 to 49 years 50 to &4 years &35 years and over

97% 78 7%

Hiobile BEintzrmet BETelevision

Source: CTRC,Z. Communications Monitoring Rep@®19, p. 39

These ageelated trends in internet subscriptioeind useare not specific to Canadaut are echoed in
many studies on internet access and use | discuss more detail belowpp.20-22).

Data Capsand Affordability

Alongsidecoverage and subscriptiothe BC Connectivity Reportsgussesiata caps asraimportant

dimension of broadbandffordability. Data caps specify the amount of internet services available before
subscribers incur additional fees or significantly redugeebslsb 2 G Ay 3 G KI & Y2RSNY a&aidN
OF LJA A& AYyONBIKSA WHBEBNIRGRETIARO IRiTiKTL RFEGIF Ol LAE 1 @&
email, video conferencing, and video streaming supportediby of datacaps(seeFigure4).
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Figure4: Practical Guide to Monthly Data Caps

Ermail 1,000 10,000 20,000
Video Conferencing 40 hours 400 hours 200 hours
Video Streaming 10 hours 100 hours 200 hours

Source: KPMG, 2019. BC Connectivity Report, p. 28.

Based ora sanple of more than 650 broadband plans across BC and itsjpesdictions, KPMG

found BC to have the lowest proportion of plans without a data caganing that BC residents have
comparatively lesaccess to unrestricted internet usie. BC, only 50% bfoadband plans do not

place caps on subscriber data, in comparison with the Canadian average afts limiton

quantity ofdata> y2{iSa (GKS NBLRNIXI aSOSNBfe fAYAila dzaSNRQ
take advantage of benefifforded by the global internet environment (KPMG, 2019).

Across Canada, average data usage increased by 30% to 166.2 GB per month from 2016 witR017

this increase largely driven by entertainment streaming and growing numbers of connected devices
(KPMG2019). Such trends signalK I 4> Ay 2NRSNJ G2 YFAYdFAYy dzAaASNEQ | ¢
environments, providers will need to maintain affordability while offering higher data caps into the

future (KPMG, 2019).

BCOs Rurbl Bivide

L ( Qdial t@refe that in BC, thegovincewide connectivitytrendsdo not extend evenlyo households

in rural and Indigenous communitiedationally,Statistics Canada reports that households in rural areas

are almost twice as likely to not have home imtet access and are almost 10 times more likely to cite

internet quality aghe reason for not having internet at hong8tatistics Canada, 2019¢h) BC, onlB6%

of rural commurties and 38% of rurahdigenous communities have access té180Mbps internet
speedqgGovernment of British Columbia, 2021Bpwnload speeds are also slower in rural communities
thaninurbanaregsy HnAmpX ./ Q& NHz2NIf R2gyf2FR dLISSRa 4SNB:
urbancommunities(KPMG, 2019)n recent research with Indigenous communities across the province,

GKS !'yAz2zy 2F ./ LYRAILY [/ KASTA o!./L/0O KFa RSaONAKO
substandard connectivity infrastructulél & dzf G & Ay @ &nkl pobrileSeRtiomdausimgs A R (i K
AYOSNNHzZLIOA2y A AYy 020K AUBGISR2E ML YR GSf SLIK2yS aSND

./ Q& dzND |differdnceRircovdiettivitjare part of a global tren@international Telecommunication

Union, 2020)Based on a systemic review of literature about Information anehi@anications Technology

(ICT) in rural areaSalemink, Strijker and Boswoh(i I § S G KIF G | ONPs&dounttidsa & & RJI
research highlightd LISNB A aGSyd FyR INRgAYI RAFFSNBYyOSa Ay RI
NHzNJ f (201RJB.I3@0)Because most technology development occurs in the private sector, those who

6 Peer jurisdictions are selected based on geographic, populdtighR & . N2 Rolt yR 9023a8aiSY¢é
These include the Canadian provinces of Quebec, Ontario, and Alberta, and Washington and Oregon in the U.S.
(KPMG, 2019, p. 24).
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do not constitute a lucrative consumer market are left behfhiérnandez & Roberts, 2018)his includes
ruralandNB Y2 S O2 Y'Y daforNISAF SGBK £A yiesAdeER asiNiBReviti extremelylow-income
GLYGSNYSG FYR Y20AfS AYTFNI AGNHzOGdzNBZ¢é aGFHGS | SNy
FNBlFa ¢gAGK (GKS Y2ai @himnal)BéehtonJRaSHdE et abtatathayaErossJd ¢dU ©

/' FYFREFES aGStSO2YYdzyAOFGA2ya FANYa NB atz26> FyR A
networks (backhaul networks) to northern and remote communities without significant government

Ay @S a {2018, p66)McMahon recounts how industrgriven telecommuniations projects for

remote and rural First Nations communitialsotend to assume colonial discourses of dependency, and

GKdzA af AYAG 2L NIdzyAGASa F2N t 72020fp. 3FgkantagSNerSy i Ay
these kinds of issues have meant thglobally, whileabsolutedivides have decreased (as, for instance,

fibre optic connections become more widesprea@)ative divides in broadband speeds have actually
increasedHernandez and Roberts, 2018).

Alongside thesroader dynamicsA (G Q& A Yiediddthalt ofrinectivi®y acrosdiverserural and

remote communities is highly variahlBased on thei2016study on digital technology use in northern

and remote Indigenous communities across Can#uaFirst Mile Connectivity Consortium (FMCC)

stressesthat, unlike acrostargerOA G A Sa X Sl OK NBY20S FyR y2NIKSNYy O2)
differentlevel, mo&> | yR O2al 2F OoNRBIFROIFIYR AYTNI &0GNUzOG dzNB ¢
reliability of digital serviceth Q5 2 y Y 2016, p.38)Belyohddthe provincevide statistics cited

above(p.1)z G KS D2 @S NY Yn&sadtiveRafiondl BrgatibRrid (i@rnet Service Availability

Map’ showshow the speed and availability of internet service varies considerably on a comnynity

community basisAdditional connectivity data for BC First Nations communities is availa&desecond

interactive map maintained by the Pathways to Technology connectivity projgcthe same time, the

2016 FMCC studyasalso emphasizethe inadequacy of existing data on the level, cost, capacity and

reliability of broadband infrastructure to and within Indigenous coumitiesd SOl dzaS 2F K2 ¢ ol a
noted) someremote communities are missing from national datassmish aghose of the CRTC and

Statistics Canad@eaton, McMahon, O'Donnell et al., 2016, Appendix 2; O'Donnell et al.,.2016)

[ I . 20@9Fesearch oronline training for community workeigkewise indicateathallenges and
variability with respect to connectivity across the provincéth@ over 500 workers across BC wihad
sufficient internet access teespond to] ! . /nlihé su&eynine percentreported regularreliability
problemsor low speeds (less than 5 Mbps download and 3 Mbps upload) that would pilexfgnt
streaming of adio or video content. An additionfdur percentreported reliability or technical issues
that were less frequentWhile remote or rural participants compridel2% okurveyrespondents
overall, they comprised 62% ofdke whose connectivity wdikely insufficientto stream audio and/or
video content. Whe. ABGisked respondents to test their internet spéerksults varied widely:

”National Broadband Intaet Service Availability Map/ww.ic.gc.ca/app/sitt/bbmap/hm.html?lang=eng

8 pathways to Technology Interactive Mapvw.pathwaystotechnology.ca/interactivanap

‘wSaALRYRSyGa ¢gSNB Fa1SR (G2 GSaid GKS aLISSR 2F GKSANI Ay
(www.speedtest.net) and to report their results.
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Within the largest groupf respondents who likely have sufficient internet access

to participate in online training, reported download speeds ranged from 2.1 Mbps

OFNRY | NBAEALRYRSY(l 6K2 y2ySGiKStSaa OKIF NI OGSNA'
RSOSyid¢0 G2 alLIpsSThamedian davdlGatidpeed repored by this

group was 77.1 Mbps, and the median reported upload speed was 16.2 Mbps.

Median download and upload speeds reported by those we believe are likely

unable to stream were much lower, at 13.1 Mbps and 1.5 Mbppeetively. At the

same time, there was still considerable variation with this group, suggesting that

factors other thar{speed](e.g. software, hardware, or Wii issues) are likely at

play.(Murray, 2019, p. 19)

Anotherrecent initiative sought to test internet speeds at public buildings in First Nations communities

in BC, Alberta, and Manitoba. Of the 20+ communities who participated nordy43%) achieved

average upload speeds greater than the CTRC target of 10 Mbps, aritve(®#%) achieved the

/ ¢w/ Q& GFNHSGSR R2gyf2FR &aLISSR 2F pn aolldad CdzNIKS
considerably within a 2#our period. Several dhe communities who technically met the minimum

targeted standards only did so on average betwedl®dmand 500am, when demand on the system

was at its lowes{Cybera, 2020)Tho involved in this speed testing initiatidescribevariousbarriers

to accurately assessing speedrinst Nationcommunities, includingthefaét K & aAy a2YS LI | C
AYGSNYySi Aa a2 atz2¢ GKIG | @ A (Cyberh, 802G pad@8)R (SaidAy3

Cost isalsoa biggerbarrier for rural householdsd ! FF2NRF0Af AG& 2F ONRBIROIFYRIZE
) 1 2yySOGAGAGE WSLRNI aAad 3ISySNrtfte + FdzyOlrazy 2
LINEPEAYAGE G2 ol O KIF dzf Ay ThhgoadieNgid. (/daE éommuviea DX H a1 M
has been anoticeableimprovement in the cost of lovend broadband plans offering 5 Mbps. While the

minimum monthly price for a basic 5 Mbps plan has held steady in urban areas-$2&2®r month,

the cost in rural areasds fallen by almost half, from $60 in 2015 to $31 in 2KIFMG, 2019)or

higherend plans of 50 Mbpsninimummonthly prices do not vary significantly between rural and urban

areas of BC. Howevaraximummonthly prices are higher in urban areas, witlstlifference having
AYONBFASR FTNRY (KS LINB@A2dza &SIFNX¥ YtaD adzaasSada i
0SU6SSY dzNDBlyYy FyR NHzNIf O2YYdzyAdASa Aa y2a4 olFftlyoO
Perhaps the mosmportant aspect ofinternet costs for rural ommunities relates to data capshe BC

Connectivity Report describes haural communities are subject to very low data caps on broadband

plans. Average data caps in rural areas are approximately 90 GB per month, while the average monthly

RIF 41 Ol uBamcgmmuriti€sds 278 GB (KPMG, 2019). Further, BC has one of the highest rural
broadband prices for-199 GB data cap plan®specially when compared tbhe median household

income which is lower in BC than in many peer jurisdictionsKgpae5, below).
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Figureb: Prices for a-1199 GB data cap plan in ruredmmunities, 2019 (Canada and US)
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Source: KPMG, 2019. BC Connectivity Report, p. 36

The same report notes thadmternet Service Providers (ISPs) often charge a prerfouelivery of

service in rural areasnd this appears more significant in BC tletsewhere For plans with data caps of

1-199 GBS, hile the average of theural premiumscharged irpeer2 dzZNRA 8 RA QG A2y a 61 & wmps .
communities paid 23% more than their urban counterpafst plans with larger data caps of 200+ GB,

this premium shrinks to 11%, which is similactmparison jurisdiction&KPMG, 2019)

In their comprehensive 2016 review of literature on digital technology use in northern and remote
Indigenous communitiescaoss Canad&@)'Donnell et al. (2018kewisestressthat affordability is a

major constraint to digital access. Legacies of colonialism and systemic discrimination faced by
Indigenous communities mean that all of these communities face the common challenges of poverty
and underfunding of basic public servicescéise study research as part of the same project,
participants emphasized that basic monthly subscription charges were beyond the meansinédove
households and that surcharges for exceeding data caps were significant barriers to their full
participation in online environmentéBeaton et al., 2016)

Additional connectivitghallengesF  OAy 3 . / Q& NHzNandigenoysRdmhénifigetaie | Yy Ry 2
to cellulr connectivity As of 2017, mobile services via 4G Ldegm Evolution (LTE) technoldgwere

availableto 99.9% of those in urban areas, but readlonly 93.1% of those in rural communities and

86% of those living in First Nations reserve af€&RTC, 2020b, p. 329, p. 45; KPMG, 20Eionally,

10 See the BC Connectivity report (KMPG, 2019, p. 40) faefHistory of mobile technology in Canada, from
0KS AYUNRRdAzOGAZ2Y 2F FANEG ISYSNIGA2Yy (SOKy2ft23&8 AY wmMdbd
fibre-like speeds over wireless networks.
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only 73% othe population ofFirst Nations reserve arediged in areas whereTE mobileservicesvere
available(CRTC, 2020b, pp.-48). BCalsolags behind most provinces in terms of mobile service
coverageon roadwaysas of 2018, over 30% of major roads and highwaygCwvere not covered by LTE
mobile serviceg CRTC, 2020b, p. 329)

Internet Use

LY /FYlFRF FTYR AYUGSNYyrlraGgAz2zylrfttes YdzOK 2 7F raie&d8 NBaSI N
internet use among individuals and/or householsighin a populationin this section| overview this
populationlevelresearchwhichexamiresbroad trends inCT use. Once again, these broad statistics

portray high levels of online engagement overall, but &isosiderablenequities when it comes to the

experiences of darse population groups. SNB>X A0 Qad AYLRNIFyd (G2 y2GS8 (KU
R2 y20x Ay (KSYyaSt@gSaz SyloftS | TopbriunitdsyfuRtGrést G Y RA Y
that give rise tahesedifferences in technology uséln the sections that follow| draw together

different kinds of research to explore the connections between quantitative trends and the complex

lived experiences of digital inequity and exclusion which can be better understood through qualitative

and communitybasedstudies

Broad Trends

In the2018CIUS, 91% of all those surveysmoss Canadased the internetwithin the previous three
months(Statistics Canada, 20194kccording to one Statistics Canada anajysiesof internet use

FY2y3 /FYyFRAFYa 3SR mMp G2 cp FNB i apagdsod & { dzNI
& Schimmele, 2019, p. 5)he 2018 CIUS found thdtrest half of Canadians who used the internet

reported spending more than 10 hours per week online. Together with Alberta, British Colurdbia ha

G§KS O2dzy i NEQa KA IKS A (BtatNtlcsiCana@aF20Waf G SNy S dzasS | & m:

Among CIUS respondentsrassthe 10 povinceswhen internet users were asked about their activities
online, 94% said they sent and received ema8&il86 researched for information, 78% accessed the news,
and 75% used social networking websites or applicafiStetistics Canada, 2019¢) a different survey

of adult internet users in Canada, 25% reported that they had looked online for health information
(Statista, 2020)Across Canada, 88% of internet usigrshe ClUSeported having a smartphone for
personal use. \Wentheserespondents were asked about their smartphone habits, 45% reported
checking their phone at least every 30 minuf8satistics Canada, 2019c)

Whether used by phone or another device, instant messaging services also have héghf tsde across
CanadaSurveys indicate that 78% of online Canadian adults used instant messagiri§tatiptcs

Canada, 2019gand nine in 10 used some sort of message app or service (inclidB@iSasic texting)

(Pollara, 2019w 1 Sa 2F YSaal3aAy3d @I NR o6& GelLlsS 2F YvYSaal aAy
Facebook ifrequently highlighted as the most widely used social networking and instant messaging app.
t2ffFNF y20Sa (GKFG acCl0S6221 KFra KFER GKg019,p2yQa A&
4), with eight in ten saying they had an account, versus only four in ten for the nearest social media

11 As Garner and Perry explain, a fuller, intetganal, and ethical understanding of equity issues requires
FRRAGAZ2YLFE FyR ljdzZrfAGFEGADS REFEGEF &adzOK Fa aAG2NRBOSEEAYy3aY
stories and numbers that create the clearer picture needed to properly addiee key issues facing marginalized
O 2 Y Y dzy (GaraeB&Perry, 2020, p. 23)
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competitors such as Instagram and Twitt€aceboolMessengeis the leading messaging app or service,

used by seven in ten online Canadian aditcebook is also the only social media platform to have a

significant following among older age cohorts (those 45 and ol@afjara, 2019)Likewise, Beaton et al.

describe howFacebook is very widely used throughout remote and northern Indigenous communities in

I LYy FREY &/ 2YYdzy A (thF&cabodk Is Bé&mogt apulak riedins af ordirdzinformation
AKFNAY3I 068 AYRADARZ t&a FyR f201f 2N®6ypAd) I GA2yas A

An Uneven Landscape of Technology Use

Much survey research aldtustrates how opportunities to use thinternet are not distributed equally
Research in this area commofmbcuses ordifferences in technology use amongst seniansl, to a
lesser extent, differencdsy gender,(dis)ability status health, rural and remote residence, immigration
status, language, and Indigenous identgross all of these categoridsywever,classbased indicators
related to income and educational opportuniyay an important role.

The most recent CIUS illustrates hB@internet usersin the highest income quartile (withousehold
incomes above $125,000) were more likely than thisseouseholdsvith lower incomes (below
$40,000) to us@lmostall types of digital servicemeasured by the surye including:social

networking, audio and video streamingjgital government services, online shopping, and smart home
technologiesRates of use fdiree, social networking serviceshowed less variatiar86% ofinternet

users inhighrincomehouseholds, and 79%f internet users in lower income households had social
networking accounts-However for other types of servicesates ofuse varied considerablyy income
quartilet including use of digital government services (84%igif-incomeusers versus only 65% of
low-incomeusers) and especiallynore costly video streaming services (88%igfrincomeusers

versus only 61% dbw-income usersused these servicg¢Statistics Canada, 2019j)

In Canada as elsewhere, internet wsovaries noticeably byearsof formal education(Bjarnadottir,

Millery, Heck et al., 2016; Fang, Canham, Battersby et al., 2019; Haight;H{azee, & Corbett, 2014;

Nguyen, Mosadeghi, & Almario, 201A&xross the 10 provincegates ofinternet use among those with

university degrees is 98%bwever, for those with a high schodliplomaor lessthe rate ofinternet use

falls to under 82%T hose with more years of schooling also report spending more hours per week online
(Sttistics Canada, 2019fligher levels of formal educatiomere associated witlyreater participation

in almost all types ointernet activitiesmeasured in the CliSespecially participation in formal online

training and learningStatistics Canada, 2019§)milarlyin/ 2 Ydzf I Rl £ { G S 1202008 S OK S NJ
basedstudy with over 700 young people, respondents who sought out health information online were

more likely to be those with higher levels of education and income.

In their systematic mukjurisdicional review of literature exploring privilege in the digital diviang

et al. (2019)dentified severalfactors that contributed to digital inequity among midedged (4564)

and older (65+) adts. Across that literature, the authors observed that education, income, age and

gender emerged as key soa@lemographic factors associated with rase and/or noraccess to the

internet. Based on this analysidhid sameauthorshighlight the need foan intersectional analysis when

AG O2YSa G2 RAIAGEE SldAadey AGLYLRZNIlIyGfese GKSe y
such as income, occupation, and wealth, which also interact with age and gender to create considerable
variationa®NP 38 LJ2 LJdzf F GA2Y &dzo ANRdzZLIAE SGHAMPE LI Spod
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Perhaps the most@ammonly dted variations in internet use occur amongst older adults (e.g., Fang et al.,

2019). As suggested by agdated trends in mobile and internet subscription rates (5egure3, above,

p. 13), diffusion of ICT has occurred much more slowly among Canadian adults who are older than 65.
Davidson and Schimmele describe how studies in the U.S., the U.K., and Australia indicate that internet
userema ya YdzOK 2SN FY2y3a aSyA2NBESE YR FdzNIKSNI aiKI
ASYA2NI LR LIMzZ FGA2yaé onnmpE LI 10O Ly AtBSHORFI X HAMC
seniors aged 669 were internet users, compared with 62ftthose aged 75 to 79, and just under 41%

of those aged 80 or older (Davidson & Schimmele, 2019). The significant reduction in internet use

amongst older (versus younger) seniors likswisebeen noted in many other studi¢aliHassan,

Eloulabi, & Keethakumar, 2020;-Nassan, Sekharan, & Kim, 2019; Crosby, Anderson, & Sevenpifer,

2018; Fang et al., 2019)

The 2018 ClU&soillustrates how beyond use of the internet overatyjpe of online activity also varies
across age cohorts and by other variables as well. For instance, high proportions of internethgsers
were seniorsdged 65)sent and received emails (89%), researched for information online (80%),
accessed the news (66%and conducted online banking @2 When compared witlifferent online
activities (like social networking, instant messaging, or using ¥8tlaang websites3eniorsengaged in
these former activities at rates more similar to those of younger col&tatistics Canada, 2019g)
Likewise, Pollaa @019)survey of Canadiaimternet users found that all messaging apps were more
popular among younger age groud$e 2018 CIUS also found that, across Canada, younger age cohorts
own and use smartphones more intensively; for instamearlysix in 10nternet users aged 124

checked their smartphones at least every 30 minutes, compared with about two in 10 users aged 65+
(Statistics Canada, 2019&t the same time, Davidson and Schimmele (2019) showirtkerinet usage
gaps between seniors and naeniors with respect to internet use are closing over time.

Agerelated differences in internet use asdsoechoed in numerous heatbector studiesln the UK,
w2020KFYZ {F {1 dz/I yal&duryeys obpaas With Seve imentak hea@issues
found age to be a significant predictor of digital exclusi@ssessed in terms of familiarigccess, use,
motivation, and confidence with respect to online technololgyanother UK studyGruickshank and
Maclintyre (2018Jjound agerelated differences in technology access and confidence are more
important for older aduts with mental health issues.

In their largescale survey of Hispanic residents of a-lneome neighbourhood in Manhattan,

Bjarnadottir et al. (2016fpund that age was negatively correlated with seeking health information

online(see also Din, McDanieBavidson, Nodora et al., 2019; Nguyen et al., 20likewisein an

international study that examined the informatieseeking practices and preferences of maltijed

patients diagnosed with colorectal cancBrau, Saad El Din, McTagg@dwan et al. (202Gpund

similar rates of seeking l#h information across all sources except the internet. When it came to
NEtAFYOS 2y RAIAGIE (GSOKy2f23ASas NBaLRyRSyida gAi
likely to use the internet prior to seeking information from a healthcare pmvidhile those with

averagel 3S 2y aSdid OFyOSN)I 0RAIFIIy2aSR x pn &SFENREUOL a2dzaKi
found that higher proportions of young onset participants owned smartphones and indicated use of

apps related to health/wellness and camn¢Dau et al., 2020)
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Similar ageelated trends are apparent in surveys conducted for LABD18 survey of LABC clients

Yy20SR (0KIFIG GLINBFSNByOSa (2 FLlJXeée F2NJ €SIt AR 2V
G2 | 3Sodé [-B4kpréfgriha onlind&Rication option (63%) while clients aged 55+ are less

interested (only 3% would prefer to apply onlingpentis, 2018b,p.1® [ A1 Sé6AaS> [ ! ./ Q& H
Everyday Legal Needs Survey of-losome British Columbians found that individuals aged 55+ are

GYdzOK fSaa tA1Sfte (G2 32 2yt AyS T2 N551(Sedis 020, aaradly
p. 30. On the other hand, it should be noted that BC has the lowest rate of inteoretiseamong

seniors across the count(pli-Hassan et al., 2019)

Importantly, there is much variation internet use amongst diffexnt groups of seniorgheir analysis of

SP2t Ay AYGSNYSdG dzasS IyY2y3 /Yyl RAILY aSyA2NBRI | &
conducted between 2007 and 2016, Davidsou{ OKA YYSf S RSAONAOSR K2¢ aGKS
depends on characteristics such as educationfhéak a Gl Gdza FyR f A @A yTHe | NNI y3S
same authors note that by 2016, previous gendered and rural/urban differences in internet use among

seniors had all but disappearétiEducation was a strong predictor of internet use, but one that had

declined over time. The exception here was that seniors without a high school diploma had substantially

and persistently lower rates of internet use than all other educational groups. Health status was also
significant, with better selfeported health cosistently relating to a higher likelihood of internet use

(Davidson & Schimmele, 2019).

Davidson and Schimmefeund that income was an important predictor ioternet use among

Canadian seniors. In 2016, rates of internet use ranged from 79% for thibskomisehold incomes over
$100,000; to 73% for those with incomes of $60,08@9,000; to only 54% among seniors with incomes

of $20,000 or less. Living with others was also associated with a higher probability of internet use as
compared to those livinglong. (Davidson & Schimmele, 2019). In a different study using 2016 data

from the same General Social SurvéltHassan et al. (2019pund that internethon-useamong

Canadian seniors was significantly associated with: lower rates of education, lower social class, being a
cigarette smoker, poor general health, poor mental health, and being single or having neviedma

In another, much smaller and nerpresentative studyCrosby et al. (201&pnducted surveys to better
understand the healthinformation seeking practices of 245 seniors who resided in London, Ontario. Of
the 81% of seiors who used the internet, 82% said they looked for health information online. However,
in addition to older seniors, lower income seniors looked for health information online less often; those
with an annual household income of 20,000 or less had tivet rates of searching online for

information about health.

Ali-Hassan et al. (2020) also drew on the 2017 Aboriginal Peoples Survey to explore interngenon
among Indigenous older adults (65 and older) in Canada. Based on this atiaysighorsnote that a
relatively large proportion (34%) of older Indigenous adults do not use the internet, with British
Columbia once again having lower proportions of intemmet-usein comparison with other provinces
and territories. Consistent with their findisgabout Canadian seniors more broadly, the authors found
that factors significantly associated with higher rates of internet-osa included older age, lower

12 Meanwhilg Statigics Canada found that in 2018, older women (68%) were less likely to use the internet than
older men (75%)Statistics Canada, 2020&Jowever, Davidson and Schim®e€a o HAM PO AYFSNBY G Al
suggests this difference may be largely rooted in gendered differences in income and living arrangements
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fewer years of formagducation, smoking and marijuana use, lower-pelfceived mental health,ral
unmet health needs. Additional indicators of internet regeamong Indigenous senionscluded living
in rural areas, and being unemployed {Afssan et al., 2020).

Cry3a SiG |ftoQa aeaidSYAoO NB @hdbidesourt thi whierSite3frie toind y I £ £ A
roleofgenderNBS & dzf Ga | ONRP&aa aiddzRASa 6SNB AyO2yaradasSydy a
G2 Sy3aFr3sS Y2NB gA0GK az20Alt ySig2N] Ay tendedrooder 1 Sa X |
GKFY YSysz 20§KSNI & dzR208%p. 6T hafeNaArydh& resiilts, Hote2tialiaighars, (i S £
highlight the need for more understanding of the gendered contexts in wthiebe varying experiences

emerge. | discuss some of these contextual factors bedogy,p. 44.)

As in several of the studies cited by Fanglet(2019), populatiofievel considerations of internet use

tend to employ binary conceptions of genéfeiThere appears to be little research offering insight into

different rates of internet use amongst people with diverse sexual and gender idelfsitesalso

Scheim, Bauer, & Coleman, 2018lpore generally, gender diverse people (for instance, those who

identify as norbinary, gender fluid, and/or twapirit, and/or as having trans experierjcare among

those groups who are often not identifiedy R 6 K2 &S SELISNA Sy Oin maryB ( Kdza &
kinds of research and data collectidrake & Bielefield, 2017; Scheim et al., 20Nnetheless, some

health-sector research suggests that use of the internet may play a more significant role in thef lives
LGBTQ2SAtpeopler particularly youtht who face greater barriers to accessing information and social

support in other (e.g., famji] community, and education) settingdrake & Bielefield, 2017; Magee,

Bigelow, DeHaan et al., 2012) their research in the informatieseeking practices of transgender

library patrons, Drake and Bielefield (2017) found that, among respondents who had sufficient internet

accest FyR alAftf (G2 O2YLX S Bterdekndsiidehtified azihe mithary2sgutcd vy S a d:
of information used across all topic categories (including health, wellbeing, and legal issues). However,

in/ 2 Ydzf I RI(2029)lUS dtublydidreiover 700 young people, transgender identity was associated

with lower odds of seeking health information onlmesignalling the likelihood of increased barriers

impacting this group.

Fang et al(2019) also identified additional social categories that were highlighted within international
literature on digital equity, but fowhich results were inconsistent; these includgis)abilitystatus,
immigration status, urban/rural residence, and relationship status. While findings on the impact of
disabilities varied, some research indicated that having a leadigability, cognitve differences; or
vision, hearing, or hantelateddisability(e.qg., arthritis) was associated with lower internet use (Fang et
al.,, 2019) Recentlyreleased data fronthe 2017 Canadian Survey @isability® suggestghat in BC,

people with disabilitiesise the internet at belovaverage rates of &%6(in comparison with 94% of BC
residents overa)l(Statistics Canada, 2021lr) the UK and Australisomestudies have identified

Blmportantyz G KS / L!{ Ay@AiSa NBalLRyRSyiGa G2 aLlSOATe 3ISYRS
However this exanded understanding of gender is not reflected in some data prodects, Statistics Canada,
2019cyp LYy aSOSNIf 20GKSNJ LINPRdzOG A NBadz Ga F2NJ 3SYRSNJ RAGE
corFARSYGALFfAGE NBI dza NBeg S \.iStatisfc Candds 204 9f; StatistiasiCanada, 2010gj £

14 Lesbian, Gay, Bisexualaiis, Queer2S (Wo-Spirit), Asexual / Aromantic and Intersex.

Be¢KS LIRLMzE FdA2y F2N GKS HnamT [ thogeliRng InjAstifuttaBE e 2y ORAA& 0
other collective dwellings, on Canadian Armed Force bases, and on First Nationsse&atéstics Canada,
2021b, see note 2)
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barriers to digital inclusiothat are posed by mental health issues, and particularly psyc{@sier,

Robotham, Simblett et al., 2019; Robotham et al., 20l6jportantly, these studies emphasize how

(dis)abilityand healthrelated barriers are &quently linked to affordability and access issudsch are

experienced by the same populatio(Barlott, Aplin, Catchpole et al., 2020; Greer et al., 2019;

Robotham et al., 2016} ikewise, data from the Canadian SurveyDisabilityshowsi K & g KAt S dal K
O2yRAGAZ2YE gl a OAGSR o0& 4&3aneletdsB adtJas8%R Sy ack of 6 p’2 0 | &
access to a digital device (16%) were more commgitéyl as a reason for not going onlijtatistics

Canada, 2021c)

Various studies also illustrate links between digital egaitd raciakation as tleseintersect with inter

alia, health, (dis)ability and povertyrelated dynamicslin their UK study, Robotham et al. (2016)

describe how digital exclusion reflects intersections between mental health, older age, length of service

use, and racialized status. In the US, reténesmith and Kennedg, NE & S NODK 2y RAIAGI A
hasshown consistently over the years that poor communities and communities of color often struggle

GKS Y2aild sA0K (KS KA28R, p.BGRnsSiheid & aDdy OIHNIMS O INBGESE ANO K
transgender Ontarians, those who opted for paper, versus online, modes of survey completion were
significantly more likely to be Indigenous, people of colour, sex workers, #mulesed, and

unemployed or receivipdisabilitybenefits In a report on the digital literacy in Canadt#gdziristic

(2017)notes that the lack of disaggregated data in Canada about race or ethmieétys that racialized
dimensions of djital inequality aralifficult to assess

Fang et al. (2019) found that the literature they reviewed did not offer a clear picture of how digital
equity experiences varied according to immigration status. In general, the experiences of newcomer
groups appar underexplored in relation to digital equity, particularly in Can@dadziistic, 2017;

Haight et al., 2014However, the available literature in this area (much of it Be&ed and health

focused) suggests that, alongside income, language is a key factor impacting internet use; | discuss this
research below (b4).

Further, several studies emphasize how varying findings in the literature underscore the significant
heterogeneity of situations and experiences argshdifferent groups of immigrants and/or newcomers.

Ly /Neraoe SO Ff®dQa adAdz2NBSe 2F Hnp hyidalNAR2 ASYA2NEZ
likely to report that they used the used the internet independently (63%), although rates of online

participation were higher (80%) for new immigrants (those who had been in Canadlad®rsixyears).

In the same study, 44% of lelvy O2 YS aSyA2NB O0AyO02YS& dzy RSNJ bHAnZnnn
language barrierBased on this research, these authors underscore the need to understand seniors as

diverse:

Traditionally, seniors have been groupedsademographic based on age only. Laher

OHAMTUO | &aaSNIa GKFIG 6KSYy agS @GASs aSyArAz2NAR | a |
the ethnocultural and linguistic experiences that intersect with the-egjated health

need of seniors. These needs are experiencedgaloultiple axes of inequities

LISNIFAYAYy3 (2 383 NIOS>: SUKyAOAdGes ylFraAzyl

p. 3, citing Laher, 2017)

' FA3IKG SO foQa 6HaAamnO Fylfeaira 2F wamn /LI { RIFGLI
different groups of immigrants in Canadiéhese authors found that nativeorn and established
immigrants were more likely to access the internet than recent immigrants, but that recent immigrants
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who did access the internet engaged in more online activitiiegght et al. (2014)nderscore theneed

to understand these trends in relation to the broader segdaitics of Canadian immigration policy,

which has increasingly focused on attracting immigrants with higher levels of education, language and
labour marketoriented skills, and economic ras@es:

While immigration into Canada has been steadily increasing over the last two
decades, the dicial criteria for entry into the country have changed considerably.

The percentage of economic immigrants (e.g. skilled workers, persons in the business
sector) to Canada, whiire selected for their skills and ability to contribute to

Canad& economghas risen substantially from 38% in 1986 to 70% in 2010, while

the percentage of refugees during that same period has declined substantially from
23% to 9%Haight et al., 2014, p. 518iting Statistics Canada, 2010)

Research in this area has likewise identified differences in access and use among immigrants depending
on the length of time they have been in a counfHaight et al., 2014; see also Zhao, Yang, & Wong,

2019) Taken together, tis researctsuggessthat differences in internet use amongsbhmigrant or

newcomer groups relate to multiple intersecting material and structural factors whicheateps not
adequately explored in much of the existing research (Haight et al., 2014).

Digital Technology Access

For a long time, note van Deursen and van Dijk (2019), policy makers assumed the problem of the
GRAIAGEFE RAGARSéintemet@® RySOI a2 FERISESY LILINREI OKSR a &
nearing 100% of a given populatidduch arassumptiormight made withirBC and across Canada

0S0OIFdzaS 2F K263 | & L gekebnessaréstcBrnect®it Spidartrdlativelghigdzt I G A 2 y
Further, @ { Y@ UKS y2i0Sa> atK2asS 2F dza ¢ Kzintdmstht | OO0dza (2 Y
K2YS YR 62NJ] FONRaa YdzZ G6ALX S RSPAOSa Oly t2aSsS aa
(Smythe, 2020, para 5)

As{ YB(KSQa O2YYSyid arayltasz (KS interhetdehidedvailabtity. B2 2y f A
also depends ohavingaccess to one or more connected devicesich as smartphones, computers,

tablets, modems, athrouters, etcIn generaldiscussions of connectivisgeemto devote less attention

to device accedsthan tointernet availability and subscription. However once again, the data that are
publishedillustrate that whileaccess to technology appears higerall, significant inequities exist.

Uneven Access
Data from the2019 SHSndicate that89% of BC households reported having a home computer, and 93%

of householdsad cellular phonegStatistics Canada, 2021a)kewisea recentCRTeport notes that

in 2018, 90% of Canadians over 18 ownedptelheg although only81% of these weraternet-
compatiblesmartphones(CRTC, 2020b, p. 31R)y (G KS / L! { = yd» 2F ./ Ay {dSNYyS
AYF NI LK2yYyS TaMatididsS Nanadg; ROL9j) dza S ¢

¥ The CIUS includes questions on device ownel(siaip Statistics Canada, 2018dpwever, at the time of
writing CIUS tables on home computer access are, to my knowledge, not published.
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As with subscription tanternet, access taligitaltechnology varies considerably by incomerossthe

10 provincesn 2017 95% of households in the highest income quintile (with incomes above $132,809)
reported owninghome computersHowever in the lowest income quintiléearning less than $32,914

per year)only 63% owned home computef8RTC, 2020b, p. 52)

Likewise, 6BCinternet users within the wealthiest households (with incomes over $125,000h86

a personal smartphone in 2018 comparisononly 78% of B@hiternet users within the lowest income

quartile (with incomes below $40,008ada smariphone for personal us¢Statistics Canada, 2019j)

Data from the2017 Canadian Survey disabilityalso suggests there may be lower rates of smartphone

use among people with disabiliseanly 68% of tisd dzZNIJS & Qa . / N&&hatthgyRey 0 a Ay RA
the internet via a personal smartphone, tablet or other wireless handheld dé@taistics Canada,

2021byp CdzNII KSNJ 2 S NI mp:  ddFintaingt3eady deNideavaibigle RS 1 8 Yy OA B B R |
NEIaz2ya (KS eénteRet (Rftitics Carada, 202&c$

In its 2018 survey of Igearold students, Statistics Canada found that thd¥®ofstudents across

Canadaeported having access to a computer at home they could ussctowolwork. However, for

students fromadisadvantageéischools, this rate was lower, at 8§Btatistics Canada, 20205urther,

arecentBC governmentedia releas suggests that many households lack sufficient digital devices

meet the needs of all household userparticularly during theCOVIBL9 pandemic

School districts heard there are families who have no computer for their children
to use, with some findingp to 30% of families surveyed had no access to
technology at all. There were also cases where there was only one computer in
the home being used by a parent for ftithe work. Districts also heard from
families who have limited \Aki or no access to inteet or cellphone servicBC
Ministry of Education, 2020, para 4)

In this way, despite shifts in focus towards secaamt third- level divides relting to skills, use, and

benefits,thesed F X NEDE € ¢ ljdzSadAz2ya 2F I O0Saa (ReddSLaforfiesel NI & |
McLaughlin et al., 2018; van Deursen & van Dijk, 20d%eir systemic literature review exploring

digital inequity among mddle aged and older adults, Fang etfalnd that, alongside level of education,

having the financial means to purchase and maintain a computer and adaigreetl O0Saa g SNB a4 i
LINR Y NB OF GF f & a i aoI®e Ne7Lsketalsd NgWéhztal., POTAR UBZICHas

described how households in Indigenous communities across BC lack acoasgptders, phones, and

other devicedecause of financial limitatiorsdongsidenfrastructure gapgUBCIC, 2020)ikewise,

Jones, Jacklin and O'Condg017)review of literature on use of healttelated technologies by

Indigenous communities in Canada and elsewhere highlights affordability as a freetitadlparrier.

Aaoss various studiepeople with lowincome, seniorspew immigrants, refugees, people who are
Indigenous, Black, and/or racializack regularly identified as those who disproportionately face
affordability and accesselated barriers tdnternet use.In their analysis of largscale survey data from
CaliforniaDin et al. (2019jound disparities in use and access to the internet related to race/ethnicity,
and socioeconomic status, in addition to age. Recent Petiiestthave found that Black and Hispanic
adults in the US were less likely than White adults to say they own a computer, and less likely to have
high speed internet at hom@errin & Turner, 2019)n a small Australian stud&lam and Imran (2015)
found that refigee migrant groups faced inequalities in physical access to and use of digital technology,
and reduced ability to pay for online servic€sirther, in two different UK studies, adults who
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experienced mental health issuesed their inability to afford djital devices as a key barrier to going
online(Greer et al., 2019; Robotham et al., 2018gchnology access concerns have also beisedan
research with transgender peop{ékinola, Wirtz, Chaudhry et al., 2021; Drake & Bielefield, 20h@)
are known to experience disproportionate rates of poverty and homelessness acr@@soBluk, Blair,
& Bendo, 2020; Sopotiuk & Obiakor, 2013)

Based o their analysis of Statistics Canada data on internet use among Canadian seniors, Canddson

{ OKAYYSES 02y Ot dzRS GKFG aAyGSNySid | 00Saz19pa dzySg@S
17). Theeauthors highlight how 23% of seniors, compdxeith two percentof non-seniors, do not own

an internetcapable device and that equipment costs could be isgleen it comes to mobile phone

ownership and use, for instance, the 2018 CIUS found that while 98%ewfet users aged 124

owned a smartphone, this was true for only 60%ndérnet users aged 65¢Statistics Canada, 2019c)

Ly | YdzOK &Yl ffSN adzNBSe &l YLXS 2F wunp aSyAz2NR Ay
access t@ computer is, in fact, the mogrevalentbarrier across all groups of seniors, with [57%] of

LI NOIAOALNI yia aStSOGAy3a GKAa Fa GKS NBFrazy FT2N yz2i
access barriers was even higher for some-grdups:Amongst seniors who identified as immigrants and

had been in Canada for over 20 years, 67% cited access issues as the reason(s) they did not use the

internet. Seniors with incomes under $20,000 were also more {68%o)to identify accesselated

reasonsF 2 NJ y2id 3J2Ay3 2yfAySed Ly 3ISYySNrfszX y23S GKS | dzi
use increased as their income increag€dosby et al. 2018; see also Marston, Genoe, Freeman et al.,

2019) Ina series of 2016 focus groups with kimeome people conducted for Legal Aid Ontario, many

seniors, along with several participants on fixed incomes, indicated they did not have access to the

internet. In that study, most focus groups included at least person who indicated they did not use

the internet, and every group shared stories of friends or families who did not use the in{@uletic

Interest Strategy & Communications Inc., 2016)

Complicating Digital Access: Diversity, Quality, Continuity

Van Deurseand@l y 5A 21 OHnAmMpy KAIKEAIKI K2g al O0Saaé¢ A
not) but needs to be understood as a more complex gradient in terms of choice, diversityalityl.q

This is related to differences in access to, and abilities to maintain, a diversity of connected devices and
peripheral technology (such as printers, modems, wireless routers, additional screens, and extra hard
drives) which can significantly enf@nonline experiences and benefits. Differences in device

opportunities, note the authors, relate to the fact that different types of technology (for instance,

desktop or laptop computers, versus smartphones) enable different kifdsline experiences.

ax

Citing an array of other studies, Van DeuraedVan Dijk (2019) describe how, while smartphones have
obvious advantages in terms of mobility, convenience and price, they are not an adequate substitute for
computers. Among other disadvantagemartphoneshave less memory, storage capacity, and speed;

less advanced applications; less control over online experiences; less support; smaller screens; and
reduced typing functionality. These shortcomings, note the authors, have been found to result in an
increagd cognitive burden and to impact online experiences in terms of diminished levels of user
engagement and content creation, and more superficial styles of informagaking.

Following this logic, those who can only afford to use smartphones or tabiptsience a dramatic,
classed, disadvantage (van Deursen & van Dijk,, 20669 Napoli and Obar, 20143imilarly using only
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laptop and desktop computers diminishes opportunities for continuous communication and access
across different locations (van Deursen and van Dijk, 2019). What this means, explain the authors, is that
the ability to own, use, and maintain a diversity okiegs along with peripheral technologies

enables a user to take maximum advantage of online environments.

Van Deursemndvan Dijk (2019) alsleighlightmaintenance expenses akayaspect of access. Because
devicesoften break, become faulty, and/or regre software updates; R S @uroDeSdxdicés onlya
fraction ofits actual costy ! OO2 NRAy3If e y20S GKS FdziK2NER>X aS@Sy
western countries are now able to access thernet, these numbers do not accurately raftehe

ability to reliably maintain that accesévzan Deursen & van Dijk, 2019, after Gonzales, 201858.

The same authors summarize how economic disparities can thus produce dramatic and multi
dimensional differences in the extent and quality of &axexperienced by different users:

We expect that people withigh income own a multitude of (the best) devices and
peripherals. They own more desktop and laptop computers, as well as more game
consoles compared to those with lower incomes... People leithincomes are more
likely to own secondhand devices and to experience malfunctioning hardware and
software. Although most of the lower economic groups now use Internet technology,
access is unstable and characterized by frequent periods of disconnéation{ A YA £ | NJ
situations may occur in relation to Internet subscriptions, which are likely to be
better and more expensive among those with higher incomes. Those with lower
income are more likely to only have Internet access on their smartphone, whereas
thosewith higher incomes have Internet access on smartphones and other devices
adzOK a fFLXi2La FyR RSal izl qdtihglersenl vy 5SdzZNESY
2010 Gonzales, 201@GndTsetsi& Rains, 2017)
This more complex understanding of access siedpcontextualizestatisticson service subscriptions and
device ownershipData from across Canada illustrate how households in the highest income quintiles
were able to spend more on communications services than those in lower income qUIGREL,
2020b, p. 32)The same dataset illustrates hdaw-incomehouseholds are required to choose between
different types of services and devices. For instance, while 428& édwest quartilehouseholds rely
entirely on mobilephone services, this is the case for only 27% of wealttgesirtile, who were more
likely to have landlines as wéCCRTC, 2020b, p. 5L)kewise the lowest income households
disproportionately own mobile phones without also owning a home comp{@&TC, 2020b, p. 28)

/| 2yaraidsSyid sAGK @Iy 5Sdz2NRE,SyiumbeydtB@asey stublids@dlic@ta O H N MU
rates of device ownership which are far below those enjoyed by the 95% of highest quintile Canadian
households who own multiple devices including home computers (seg pbove.[ ! . / Qa wHnamy [ £ A
Survey found 70% of respondents owine computer, laptop, or tablet. However, this number varied by

client group: only 53% of young clients (aged 18 to 34), 53% of Indigenous clients, and 52% of

Immigration law clients own these devices. Indigenous clients and young clients were leds liketya

laptop or desktop computer. Immigration clients also appeared less likely to own computers (versus

phones}’. While 88% of all clients owned a cell phone, only about three quarters of clients had cell

phones with WAFi access, including the 50%cbénts who said they had a data plan. In addition to older

" The sample size of this latter group precluded assessing whether these differences are statistically significant.
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clients, criminal law clients were another client group who were less likely to own cell phones and less
likely to have phones with data plafSentis, 2018b, p. 61 line with national ageelated trends,

LABC clients 55 and older were less likely to have a tablet or phone, and those who did have cell phones
were less likely to have internet access on their phone. These findingdsasmilar to agebased
preferencesoted in other studies, wérein older individuals were more likely to prefer using

computers or tablets because of their larger screens, while younger people were more likely to use
mobile phonegChen, 2017; Robotham et al., 2016)

Ly { {(20AN)eéKRralth literacy research with Aboriginal women living in a small BC city, access to
technology emerged as one of the key issues identified by research participants. In this small study, all of

{ G dzNJv Qidweds yiiénfified technology access as a concern; most used either a cell phone or tablet

G2 O00Sadaa (GKS AyiSNySasz 2yte 2yS Ay FTAGS | faz2 KIR
difficulties in accessing networked computers and/or adequatd-i¢onnections to look for health

information online, particularly while staying with family in a reserve community.

In another recent studyjongbloed, Pearce, Thomas et al. (263@mined patters of mobile phone
ownership amongst a cohort of young Indigenous people living in Prince George or Vancouver who have
used drugs and were living with or considered vulnerable to HIV. While 92% of study participants
believed that a mobile phte could have invaluable benefits for their health, fewer than half of

participants (45%) reported owning a phone. Of those who did own a phone, 78% owned a smartphone,
71% had an unlimited texting plan, and 75% used the internet on their phone.

Selfridg€ 2014-2016survey and interview research with streietvolved youth (aged 134) in three BC
communities reflects how those youths were frequently and creatively engaged in online spaces, but

GKFG F2NJ a2YST aGKSAN I OO0SEMO IIGK &y®ES Rt FORWSaid yyhx &S &
2FT0SY YAALX I OSR 2N f2aix oNR{1SY 2N aiz2fSyoé¢ tKz2yS
FRIF LGSR G2 (Sdiridde, 201, p.&2nikq14surveysSelfridge found that 63% of the young
peoplewho respondedwned a cell phone, but 29% of the phones had no meisuand 17% were

ONR{|1Sy® a2KAfS OStt LK2ySa KIS 0S02YS | @AadGlrt 02
ownership is transitory and fracturegl56% of youth surveyed had two or more cell phones in the year

and 37% carry debts to previous cell phad®NP @ A(Sebribide,end, para 2).ack of access to electrical

outlets to charge phones or devices, inadequate battery and storage capacitiespifaadis, and lack

of safe and dry places to usechnology are additional challenges faced by those who are homeless or
underhoused(Chen, 2017; Harris, 2019; Selfridge, 2@17)C dzNJi K S NI (2019Q)feséacty Witk NB Q &
people experiencing homelessness in the UK, financial stress assatititedobile phone costs and
OKIFNBES&a SYSNHSR la | 1Se& A&aadsS I'yR 2yS (KIG KIR y

Constrained and Fragile Access

Based on literaturén the field of global development studies, Hernandez and Rob@td.8)developeda
multi-dimensional model of digital in/exclusipto illustratehow financialbarriershave multiple impacts
on device quaty and diversityandquality and continuity of connectivitiseeFigure6, below):
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Figure6: Class of Technology Access [Adapted Version]

Class of Employment /
technology | Economic
access Status Device Connectivity Experience
Upper Wealthiest Latest 1 Post-paid monthly mobile 9 Connected by default to
class classes and smartphone contracts with maximum all the fastest available
urban salaried gigabit / month data; services
professionals unlimited calls and texts 1 Uses internet extensively
1 Wi-Fi at home and at work 1 Not frugal
Middle Teacher, Previous 1 Post-paid midrange monthly | { Always able to call and
class civil servant, generation of package of calls and text text
shopkeeper smartphone with limited data 1 Uses web mainly on Wi-
T Wi-Fi at work and coffee Fi
shops, but not at home 1 Uses mobile data mainly
for instant messaging
9 Frugal with mobile data
Working Manual worker | Feature phone 1 Prepaid call credit 1 Text rather than voice
class with  Unlimited texts calls
touchscreen 1 Limited data 1 Frugal with data (instant
and internet 1 No Wi-Fi access messaging only)
capability internet limited to
Facebook and free basics
Poorest Unpaid work, No phone or 1 Prepaid, but often has no fUnconnected by default
class unemployed, basic phone, credit 1 Frugal with voice calls T
underemployed, | with a non- 1 Phone often not charged mainly passive recipient
informal work touchscreen and | qNo data of calls and texts
physical 1 No Wi-Fi access
keyboard

Source: Adapted from Hernandazd Roberts, 2018. Leaving No one Behind in a Digital World, p. 10.
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internet users in the lowest and highest quartile households accessed the internet at similar rates
overall internet users from wealthier households were madikely to access the internet from almost all
locationsqueriedt especiallyat work, but also in business establishments, in public places, and at
a2YS2yS StasSQa K2YSod c¢ikénettistls & thé IawOdt quarteyivére MoR Y
likely o access the internet were at a public library, and at scf®ltistics Canada, 2019€onsistent
GAGK | SNYIFYRST FyR w26 SN a Qnteredussrd with Ngher indomeda § R G |
havegreateraccess tahe range of devices, services, and data plans required to enjoy flexible and
continuousinternet useacross a range of environments

gKAO
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A similamulti-dimensionaldynamic ishighlightedby the authors of a Portlantdased studywhich

assessedtarriers to smart mobility (transportation) systenibhe study authordescribe how the kingl

of continuous and stable connectivity required to participateminea SO2 aé a G Syvad RSLISYRa
whole assemblage of weakltelatedarrangements

lower income survey respondents and respondents of color had significantly lower

I 00Saa G2 GKS aayvYrFNI Y2o0AfAade SOz2aeadSyée Ayof.
they rely more heavily on paying cash for transit tickets, had lower access to internet

at home and work, and were more likely to reduce data use or cancel cell plans

0SOFdzaS 2F Oz2ad 2NJRFGF NBaAaOGNAROGA2yax {AyOS A
on internet and cell data for mobile applications is a core feature of smart mobility

ecosystemthese disparities are significant barriers to the equitable transition to

smart mobility(Golub, Satterfield, Serritella et al., 2019, p. 689)

Service Quality

In remote and rural areas of BC, access issues commonly relate to some combination of affordability and
quality of service. Wheasked about reasons for not having internet service at home, n2@#y of

rural households identified unacceptable service quality as a reason to have no internet, compared with
onlytwo percentof households in urban aredStatistics Canada, 2019@)ost was also commonly cited

as a reasoffsee p.12, above. In another study involving focus groups with seniors, some participants
reported devoting significant financiedsources to pay for highpeed internetin orderto improve

usability, one participant from the small town of McBride, BC, described how her daily internet

activitess evenemait A YLINE SR RNIJI YIF GAOFfft& 2y0S aKSpesd & | o6f S
connection(Marston et al., 2019)0'Donnell et al. (2016pund that quality of service and lack of ass

to technical supporalsoposed major constraints for northern and remotadigenous communities;
insufficientspeed,bandwidth and/or aging infrastructure prevesd communities from benefiting from

key services and opportunities including telehealttoanline education.

{41 GAadA Oa LabdunforéeISundjsoifeundythat rural households were more likely to rely
entirely on smartphone or mobile data plans to connect from hd®tistics Canada, 2019&jimilarly,
among the northern and remote Indigenous communities engageBdaton et al. (2016)ablets and
smartphones were becoming increasingly popular for personal internet access, with smartphone access
viaWi-H when mobile data was not available locally. In some cases, residents who did not have cell
service in their own community nonetheless owned ri®iphones which they used during frequent

travel outside their own communities.

Location of Access

The literatures addressing access to technol@dso highlight the importance of access to the internet at

K2YS O0@SNEdzA Ay 2y SQacly2 MuadndsSi & KYZINB 43 Siyp3 ISt fF &0 f A
rural householdsdn page 14above. In one largescale survey expting gendered differences in ICT

across five countries in the Global SouRashid (2016pund the ability to use technology at home was

amongthe two most significant factors influencing the digital inclusion (including the ICT skills and

attitudes) of women in their studyata from the 201&1USikewisesuggestshat internet users of all

income levels and ages prioritize accessing the imgefrom home above all other locatioifStatistics

Canada, 2019eThe same trend is demonstratevithin the 2017 Canadian Survey Drsability in

which 94% of BC respondents indicated they used the internet from H&tadistics Canada, 2021d)
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{GFGAEAGAO [/ Iyl Rl QA& likewissfgund[thiat@iazhhbtitrads i usehaddildditSoait

internet access at home did not regularly connect outside their home. Rural residents (11%) were even

less likely than their urban counterparts (17%) to regularly connect at public locations such as coffee

shops, libraries or community centréStatistics Canada, 2019d) Fangetald o HAMdp0O aeaid SYA
of literature addressing digital equity amongst adults, the authoryf®u 8 S@S NI f addzRASa KA
K2YS¢ |da G4KS LINBFSNNBR LX I OS ¥F2 N iSubmafizeforreI e dzaS |
study that illustrated dramatic differences between participants who did and did not have home

internet access:

X | & éwge&Ktraining on enealth information access with older adults, among
participants who could not afford a personal computer, only 1% drove to the nearest
public library to use the Internet, while 62% who owned personal computers and had
an Internet sulscription continued to access health information onlifeang et al,

2019, p. e7, citing Chu et @&009)

Scheim et al(2016)stress how home access is particularly important when it comesitiain kinds of
taskg such as the completion of a long survey or web form that may alsdvieprivate information.
Consideration of taskpecific dimensions of access is extremely important in the context of digital legal
resources, as | discuss further below (p§-77).

The importance of home internet accesasespecially highlighted in retian to seniors. In their

examination of how seniors in the UK use the internet in addressing legal iBsresr, Balmer and

Pleasence found that, while those over 60 were the least likely of all age groups to have a home internet
connection, home accessl & Gl FIFNJ AGNRBY3ISNI RSGSNXYAYFGS 2F AydS
2 0 KSNJ | (3145 NeROYAILE same authorsuggest thatunlike other age groups who may have

access irrducational or employment settings, those oWy may have few alternative locations in

whichto connects F @A Ra 2y | YR {yéaKanaly¥isSobt&liSiés Canddiaiin ikewise found

GKFG aGKS YI22NRAGe 2F aSyA2NR ¢K2 ROAODBI7A KS Lyds
Likewisedata from the 2018 ClUBustrates how, relative to adults aged 88, seniors (aged 65%ere

less than half as likely to access the internet in all locations except at {ftaistics Canada, 2019¢)

Similarly Crosby etaD a 06 H n m suivey &f Qritaficlsedibidfound that, among those who did not

use the internet, many cited home access and convenience as key determinates of thasedithen

FAa1SR 6KI{O ¢2dzf R SyO2dzN>k 3S (KSY G2 06S3Ay dzaay3a (K
computer inside their residence, the ability to afford a computer and/or internet access, transportation

G2 F ftAONINE 2N 20KSNJ t20FGA2y (2 dzasS | O2YLlzi SNE
enabling supports. These four factors, note thehaus, comprised 72% of all suggestions for enabling

technology use (Crosby et al., 2018, p. 1®9Yeviewing the literature on telehealth and older adults,

Ries, Johnston and McCarthy (20@63erved that, alongside affordability, ease of access and

convenience were two key facilitators of telehealth technology use.

Consistent with NP & 0 & (study,$hé litdrafue QuggesithatA y OF 4 S&4 g KSNB LIS2 LI S
access internet at home, community access is importanit not always adequate or convenient. In

particular, libraries are commonly mentioned as key points of internet access, perhaps especially for
seniorsLy | aSNASAE 2F wnmc F20dza 3INRdzLIA dzy RSNIF { Sy o@
dzy' | Yy A Y 2 dza €libraigh as/thelvgrefeRed locations for seeking legal information, including as

spaces where they use the internet and also accegginon support about legal issu@ublic Interest
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Strategy & Communications Inc., 2016, p.. 28jernet access at libraries and community centres was

also highlighted as a key facilitator of access for middle aged and older adults within several studies

reviewed by Fang et al. (201®).their studies on rural libraries in the U.Beal, Bertot and Jaeger

(2014)and Strover, Whitacre, Rhinesmith et al. (2020yue that public librarias particularly rural

public libraries are a primary source of broadband access for many Americans. Likewise, in their review

of literature on digital technology use among remote and riyaR A 3 Sy 2dza O2YYdzyA G A Sas |
describe how access at publocations such as libraries, healthcare centres and other government

0dzAf RAy3a F2N¥a& LI NI 2F F OoONRBIFRSNI aSO2t3ae 2F 02Y

While my review of 2018 CIUS data does rmtint to the importanceof library-basel access for seniors
across Canad#hese data do suggetat library-based access is important fimternet usersin the

lowest income quartileand also fothe youngest cohort oiinternet users (aged 1-24) (Statistics @nada,
2019e)5 Sy @ A NRAB4)anadlysismOsiarveysonducted in England and Walkdeewise indicatedhat
alternative access (for those without horaecess) appeared to be more significant for younger
NBaLRyRSyldad ! {2y JesaakBaitiSstrdethvgided youth irSBC HldskakaHHW@y¥oung
people (aged 124) creatively negotiated social and physical access to commioasyd onlinespaces.

2 KAfTS a2YS e2dzikK ¢Syl 2ytAyS OAlF GKSANI OStf LIK2YS
or in public spaces. Libraries (64%) and droppaces (51%) were the most frequently cited community
spaces used to access computédelfridge, nd)Selfridgg2017)describes how the Greater Victoria

Publc Library had recently installed a charging station with multiple different types of charging cables,
and this drewyouthwho could also rest, read, or use computers near the phone charging outlets.

While access to public Wi clearly fills a crucial coactivity gap,Smythe (2020raws attention to how

reliance onpublic WCA @Al Y20Af S LI 2y Roreliniensivgtasks ahd tihdNBHIANA | § S ¢
require private, secure connections. Such tasks include®ifdarning and engaging with online

government and servicesincluding the crucial task of applying for benefiEspecially given the

ongoingCOVIEL9 pandemicSmythestates:a A G A& | f &2 dzy ¥FF AN G2 SELISOG Tl
and others taroam the streets looking for WiFi hotspots, especially as people are being constantly

Ay aidNUzOG SR (Smythed2020 &ark 72 S6&atso Digital Justice for BC Working Group, 2020)

In their literature review on remote and northern Indigenous community access to digital technology,
hQs52yyStft Sid o 20asS Ndddth aeritrésiand ban@aifides Hawe intemet | £ & O
I OO0S aaé¢ 38 lnmang comrhddities, such buildings offer public computing or internet access and

are thus important points of connectivity. However, the fact remains that intespeed orbandwidth

remains restrictive in many cases {6, above. For instance, in a series of 2016 key informant

conversations, residents in the remote BC First Nation community of Iskut described how, although their
internet bandwidthand reliability was largely adequate for basic business and administrative tasks, it

could not support more complex uses. The health centre had not been able to use the telehealth
videoconferencing equipment that had been installed, and teachers coulcehably stream videos for

their classe¢FMCC, 2016)

In the same studylskut community members described how there was no mobile service, but residents
could access the internet through basic home internet connections (which useYh&¥alzy A (i & Q a
telephone infrastructure), via the computers with printer at the band office, or via wifi at the community
hall. A local tourist lodge ran a satelit@sed internet café at its store, but this was only open during
the tourist season. Internet dhe Iskut school library was only available to students and staff; the library
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closed at 4pm when the patime librarian finished work. Otherwise, public interngas available at a

FSg 20 GA2ya Ay 5SIasS [F1S 62 @omNskut atendiighdathadpl G NI @S
(FMCC,2018® LGQa Ffaz2 ¢2NIK yiAdiOKy 3 ad KIKT (a INBS (ATSARG 2 yA vl
internet caf@ can be significantly impacted by weather conditions including cloud cover, rain, and
storms(Chen, 2017as well as physical damage due to snow and ice.

l'aARS FTNRY | wunnd /2YYdzyAde | OQwradnabletbBodaktlany S O £ dzl
literature from Canada that analyzed the role of public access centres in Indigenous communities. In one
2012 study, 14% of the residents of a remote Indigenous community in northern Ontario reported
regular ug of computers andhe internet at an ecentre or public place. Using computers in these

public places was the least popular location for computer use; however study authors suggested that
public access locations play an important role given they are likely catering towhmshave few other

2L A2y A 0 h.Q618 gityicWaimarketi al.}2018ee also Ipsos, 20)6psos survey results

likewise suggest that constraints on location of access function to constrain interneosgared with

the average Canadian irteet userin that survey very low and low users were nearly twice as likely to
access the internet only at home; meanwhitery lowuserswere nearly six times more likely to access

the internet only at work, school, or elsewhe&reneaning they had nother home or mobileaccess

(Ipsos Public Affairs, 26).

Interrupted Access

Based on research in Australia, Chen (2017) highlights numerous other life circumstances that can cause
financial hardship and disrupt access to digital technology; these indigdbility, unemployment and
underemployment, relationship and family breakao, illness, natural disasters, and domestic violence.

With respect to this latter factor, several studies offer insight into how contexts of abuse and gender

based violence can significantly impact access to and use of digital technology. Technology is

iNONB I aAy3at e dzaSR o0& LISNLISGNI ( Z28M)resedrchlon tacnblgg G2 O |
facilitated violence highlights how ICT can enable new forms of coercive control, surveillance, and
harassment for instance, through social media, texting, and GPS tracking. Powerful software that is
RSaA3IAYSR F2NJ a{YI NI | 2YS¢ enkdiildBghitobng, OrSrdratorifbgdO G A 2 v
employees can also be repurposed by abusers toefiamd control others including elders, intimate

partners, migrant workers and/or caregivergracking their communication and informatieseeking

practices and theiwhereabouts(Faria, 202Q)Other forms of abuse can include impersonation, threats,

and/or nonconsensual postingf private images or personal information (doxifigjong, 2019)

¢KS ./ {20ASGe& euide foriChngdiai Wom2n/Experemz@dST@chnology Facilitated
Violence illustrates the many ways in which sdghamics can dramatically impact access to and use of
technology. Those being targeted may need to practice extreme vigilance and significantly restrict their
online activities, for instance through disabling cameras and location tracking featuresngelpps,
continually checking privacy settings, changing online profile information, limiting the social media
information shared by themselves or others, monitoring their account activity, changing passwords,
creating alternate accounts, using alternatikevices (such as computers at dsippcentres), and/or
purchasing new devicesin addition to doing all of these things for any devices or accounts that may be
used by their children (Wong, 2019). Faria recounts earlier research illustrating the linfiidot ef

these kinds of requirements:
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the ways that ICT enabled abuse changed the way survivors interacted with
0SOKy2f23A8a adzOK & Y20AfS LIK2ySa |yR az20Al
interviewed began to limit their participation on social media dimel internet in

general, which had a snowball effect when the time came to apply for jobs, as

women stated they were scared to apply to any online job postings in fear that their

 6dza SNB O2dzZA R AL Ay I 00Saa G2 AyeemNdd GA2Yy &dzOK
many women from keeping in contact with their families, as some women reported

their family members getting harassed and threatened by their abusers for

AYTF2NXIEGAZ2Y 2y (KS 3atiDinehd &, 2010 NA X HawnX LI

Other studies higlight institutionalization and/or incarceration as a significant barrier to acdéassng
interviews with mental health service users in the Giger et al. (2019bserved that a major barrier
described by participants was being unable to access sacgsechnology and internet services

because of personal circumstanaemcluding financial issues, but also living situations that included
shared and/or institutional environments. Technology access for prisoners has been recognized as vital
for improving access to education, and for enabling communication with family and fr{emgls Office

of the Inspector of Custodial Services, 20I8kes and Reisdorf (201&ewiseargue that denial of
LINAA2ySNEQ | 0O0Saa G2 a20AFf YSRAI O2y(iNAROdziSa (2
exclusion compounds the prejudice and poor job prospects already faced by people following periods of
incarceration. In &road survey of prisoners of Canadian federal penitentiaries, respondents described
their lack of access to computers and thus, online educational and vocational training, for instance:

Computers are a big part of the outside world and people like mygefhave been

in since the 1990s do not have the experience with email, texts and so on. Computers

I NB dzaSR Ay Fff LIXIFOS&a FT2NJ SOSNRBGKAY3I YR y2i
at a great disadvantagécited in Shook & Mchis, 2017, pp. 29293)

Impacts of COVID-19

Variousrecent documentsinderscoe howdigital equity and access issues have been exacerbated

in the context otthe ongoingpandemic.The destabilizing impacts G&OVIBEL9 have increased the

need for multiplekinds of services while simultaneously reducing their accessisés;, e.g.,

Sentis, 2020)[KS a4 dzRRSY &KA TG G2 aRAIAGI f hadfyhttienedtd SNIDA OS a
excludemanywho lack adequataccess tonlinetechnologies often the same groups who face

multiple other kinds of intersecting oppressi¢@attapan, Acke¥emey, Dobrowolsky et al., 2020;

Koshan, Mosher, & Wiegers, 2021; McDonald & Balmer, 2020; Prochuk et al., 2020; Rhinesmith &
Kennedy, 2020; Smythe, 2020; UBCIC, 2020)

In BCthe pandemic has caused or exacerbated affordahiétsited barriers to technology access.
Almost overnight, manwho experiencgoverty were suddenly unable to access public computers
and/or public WiFibecause othe sudden closure of community centrdibraries small businesses
and other community access poirtiacobson, 2020, citing Tribe; Arak et al., 202Q)The pandemic
hasalsocausedoss of employment and/osignificant interruptions in income. Racialized people,
young peopleand women (all of whom more often work in pditne and/or lowwage jobs)as well
as recent immigrants, Indigenous people livingreferve, and mothers of young children have all
experienced moreevereand longetlasting impactgProchuk et al., 2020; see also Rhinesmith &
Kennedy, 20260 | S MISaimpdrtanftd note thatdisproportionateimpacts arealsolikely faced by
those (for instance trans and ndrinary people) whosexperiencesre not reflected in current data
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(Prochuk et al., 2020In its recentCOVIBLY Gender Equalitieport Card, West Coast LEAkther
stresses how affordabilityelated barriers may be especially pronounced for people with disabilities:

Many peoplewith disabilities are at increased risk frdd©OVIBL9 because of
underlying health conditions and are thus facing a strict and prolonged isolétsoa.
result, they are shouldering the financial burden of delivery fees and hitjaer
normal utility, phane, and internet costs, on top of facing disproportionate rates of
poverty even before the pandemic. (Prochuk et al., 2020, p. 14)

TheCOVIBL9 pandemic has also been accompaniedvbgt has beeil SNY SR | d¢a Kl R2g¢ LIy
family violenceKoshan et al. (202Hescribe how the pandemic has caused an increase in the number

and complexity of domestic violence cases as well as enabling new tactics of coercive (seetalso

Cattapan et al., 2020Recent government data suggests that dur@@VIBL9, nationwide rates of

intimate partner violence have increased by-20% Federal Department of Women and Gender

Equality, as cited in Prochuk et al., 2020). Such violence is known to disproportionately impact

Indigenous women, girls, genddiverse peopléProchuk et al., 2020yvith one in fivelndigenous

women experiencing vienceduring the first few months of the pandemic in Canadd (i A S 2 2 YSy Qa

Health Association, cited in Koshanet2021) ¢ KS | dzi K2NBR 2F 2S8ad /21Faid [9
Report Card explain:

Many factors have contributed to increased violence, iditlg added economic
stressors, public health measures that have isolated people with perpetrators of
violence, higher rates of harassment against frontline workers, heightened mental
health challenges, and increased risks associated with changing relatiarsl
housing structures (Prochuk et al., 2020, p,. 4¢e also Koshan et al, 202

These increases in violence have been accompanied by significant reductidSsanLJt Sa ® F oA f A GA S
report abuse ando access supports and servidesth online and irperson(see, e.g., Speed, Thomson,
& Richardson, 2020yhen it comes to violence and abus@shan et al. describe how:

Most women do not report to police; they are far more likely to turn to informal
mechanisms a$upport, including family and friends. Moreover, in the current

context where many women are (or have been until recently) isolated in their homes
with their abusers and where their phone and internet use is closely monitored, the
ability to reach out fossupport and advice can be extraordinarily limited and

attempts to do so, dangerous. Additionally, given the rapid pace of change, the
closure of all but essential services, and the plea by public health officials to remain
at home, it was no doubt diffi¢ufor women to discern what services were still
operating (2021, p. 9)

Download ed Costs

Given these myriad affordability and acceskated barriers to technology use, various authors
underscore that digitization of services oamtail shiftingcosts oro service users who are already
poor and disadvantaged. NA G Ay3 Ay (GKS O2y i SEtydefagitt® ¢ RAIAGI  FAN

8|n these approaches, digital services become prioritized as the primaargt sometimes the onty channel
for service provision.
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governmentinitiatives in Australia and the UKumphry (2019)escribeshow service users are
increasingly required to access necessary (e.g., housing elfare) services online. This can include
digital provision of information, use of online portals and/or apps to fill out applications and book
appointments, and/odigital communication with workers and/or agency staffhile digital

platforms havenanyadvantagesHumphry emphasizes how digitization of servicasentalil
considerablecostincreasegor people withlow-incomes and/or who are homelessho

predominantly rely on mobile phones with prepaid data plésee also BC Ombudsperson, 2018)
These planganentail significant monthly costs, insufficient data provisions (data caps) and higher
prices per unit of data in comparison with postpaidr@ar fixed, homébased internetThe delivery
of services and resources online can also require users to assume pantftg scanningosts
(Public Interest Strategy & Communications Inc. @0umphry summarizes how this heesulted

in the downloading of costand labourfrom governmens$to service users:

While governments rationalise the shift to online servicing in terms of increased
efficiencies and reaching out to moceistomers through digital channels, the shift to
apps and wekbased services reinforces the necessity of mobile internet access. This
need comes with a cost that is transferred on to individual users through increased
data usage and sethanagement of seiges previously facilitated by service

personnel (2019, p. 179)

LY HampI ¢KS ./ tdzofAO LyiGSNBadG ! Ro20F0e / SyiNB
outlining the dramatic reductions in access to basic welfare that had coincided with shitisd®wigital

delivery of services. In the complaint, nine community organizations across the province documented
considerablearriers faced by clients asfrerson service was drastically reduced through office closures
and/or reduced service hours. Inste, the service delivery model had shifted dramatically towards online
application processes and a centralized phone number with long wait times and arbitraiiynedimits.

Despite that the online welfare application form was lengthy and complex, tlvere no dedicated in

person Ministry services available to help people with the form. The BCPIAC complaint stressed how:

Many people who need to access social assistance are unable to afford the
technology on which these changes rely, or may have othaidsa such as
disabilities or language barriers that make navigating online and automated
telephone services difficult (if not impossibl@.CPIAC, nd; see also CMB{2, 2018)

Reductions in government service also function to transfer costs to local community agencies and front

line staff(BCPIAC, 201&8hen, 2017; CMHRBC, 2018; Harris, 2019; Smythe, 2080y instance n

[1./Qa HnAnmdp adz2NBSe 2F O2YYdzyAideée 62NJ SNB | ONRaa
were increasingly being called on to help service users access government services through public access
computers despite not receiving government r@srces or training for this tagiMurray, 2019)The

Canadian Mental Health AssociatiBi€ Division (CMHBC)haslikewise emphasizthow increasingly

centralized andligitized income andisabilitysupport application processes Veoffloaded service

provision to community organization$he same organization outlined hohetintensive time required

to assist with these applicatio®éB RdzOS & 2 NA | y A prdvidelothgfr@d@ssadryosanficksi A Sa G 2
(CMHABC, 2018)
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OSechred el 06 Moativation, 8kill:and Qualities of Use

2 KAE St BBEINBEGAGAdSA 2F O2yySOGA@AGe yR | O0Saa NB
OFtft SR ./ 3 YdzOK I G40Sy HAS2FS A aR A @ MRS éRsprdi@®i ddRa (NS falals
technologyrelated attitudes skillandpractices Ly GKA& &aSOdlAz2zy 2F (GKS NBLR
f S@St¢ AaadzSa 2F Y2UAQFGA2YyS>S dzaSs FyR aiAftft odzi
guestions of motivation, use nd skill are fundamentally linked, and cannot be adequately understood

2NJ | RRNB33daSR ¢6A0K2dzi O2yaARSNAY3A 2y3I2Ay3a aFANRG f
physical and material access.

Digital Literacies, Digital Readiness, Digital Capability: Accounts of Second -
level Divide s

Inthe lands calle€Canadal YR Sf aS6KSNBX GKS y2G4A2Yy 2F GRAIAGI
2F alAfftz |yR QlyYLBAGKAIRIZ(f 23 Q 6N FRISSNJ Fay R F RF LJG G2 |
(Hadziristic, 2017, p. 13). In their study on digital technology adoption in northern and remote First

Nation communities, Beaton et. al. define digital literacies in terms of:

The range of knowledge, skills, and behaviours used with digital devices such as

smartphones, tablets, laptops and desktop computers. This term includes the ability

to locate, organize, understand, evaluate, and analyze information using digital

technology. It involves a working knowledge of current digital technologies and an

understnding of how they can be used effectively. (Beaton e28l16, p. 9)
Ly GKS ! o{dx | aSNARSa 2F &a0GdzRAS& KI& SELX 2NBR S0
literature on digital readiness focuses on the degree to which people are prepared, comfortable, and
successful in using technology to navigate their eveyyles, problems, and decisions. Studies on
digital readiness have identified at least four types of bartidi®se relating to access, skill, motivation,
and trust (including fear of crime, and/or difficulty in assessing what is reliable, currentsowamihy)
(Horrigan, 2016)Less commonly, secoielvd questions of technical skill and capacity to effectively
YF1S dzaS 2F RAIAGIE GSOKy2t23ASa INBE RSAGPNAOGSR Ay
64-82), a series of UKndAustrala-basedpublications has begun to explore the intersectiofds o & RA 3 A ( | €
OF LI oAf Adeé¢ I yirRelafioh ®dditdl acé@ss tdljustifel.gh Devié, Ayad, Cordoba et al.,
2018; Finlay, 2018; McDonald et al., 2019)

These discussions of digital readiness, literacy, apdlikty seek to name important experiences.

| 26 SOSNE A0GQa ¢62NIK OldziAz2zyAy3d GKIFIG az2ySsS 2F (GKS&S
on excluded individuatsfor instance, on their demographic characteristics, behaviours, and capacities

or deficitst instead of on the structures, policies, and practices through which digital inequities are
ONBOLINRRIzOSR® 2 KAt S AdadzSa 2F Y2UAQFGA2y YR aiAif
problems of digital inequity are not locatedthin individuals or groups. Instead, they should be

understood as located within the structural and gendered conditions of poverty, class, ongoing

colonialism, systemic racismbleism and ageism, among other dynamics, through which certain people

are granted increased opportunities to access, learn, use, and benefit from digital technologies, and

others are not.
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Assessments of Motivation and Interest

Inmuch researcE A y RA @vesR dabtivatiof andl/gf the perceived relevance of digital technology

is grasped as a foundational element determining digital technologyuaseDijk, 2005; see also

al OSGAG6ANGT 3 al yPaddand 2016h/Oby2Ty yeSI &  250iB A f KIA yy 200KSS  (eKS £
regarded Technology Acceptance Model (TAM), the most important predictor of technology adoption is
GKFG GKS (SOKy2ft 2 Likewided (dz8 3B deA O a0 v h v¢ RulBpfoendidy [ | 6
GKFG ay20 ySSRAYy3I 2N glylaGAy3a +y AYGSNYySi O02yySOia
subscription to home internetespecially among rural households. For urban nonsubscribesbyas

named as a moranportant factor (Statistics Canada, 2019d)

Ly {GFradAadAaAda /|yl RIDeabiig nklr AV T R¥2 yy SEmBRS NI Ry (i SN
common reason given for not using theernet , with two thirds (67%) of respondents selecting this as

2yS 2F (GKS NBI a2 ystatigiids Sanad® RORMrKndervigva with yhentayh&alth

service users in the Ukyeer et al. (2019)kewisefound somerespondentsvere not motivated or

interested to use online technology based on the sense that they were not negatively impacted by its
absenceln a 2015 survey of Canadian residents, Ipsos found that lack of relevance and/or motivation

(e.g., not seeing the value of being online, or not liking to be online) was the most common barrier cited

by nonsubscribers and by those whose rates of digitalXi A OA LJ- G A 2y & S Nigsosa IS NE  f 2
Public Affairs, 2015)

Based on interview research with members of structurally oppressed groups in Australia, Chen found

GKIFIG agAGKAY Sl OK @dzZ ySNI 6t S O2y ads¢ GovengfidBodzLIE | YA
RAIAGEE F2BSNYYSyid I yR RA 3 goliernieniedviods yi@facdfhéesor I Yy R LIN.
personalized help (2017, p. 13). Those who preferred offline services offered a variety of rationale

some, particularly those over 85elt that in-person services were more trustworthy and immediate;

they liked being able to see their transaction being proce¢€dubn, 2017)in BC the authors of West

[ 21 ald [ 9 COVBI QeI Sqaality report underscdret in-person servicemight be

preferred for reasons dbuilding trust, particularly for members of communities who have faced

systemic injustice@Prochuk et aJ 2020) As | describéelow, in-person interactions may be preferred

or required for numerous important reasonsich as those relating to language, literacy, (dis)ability,

stress trauma, mental health and cultural preferences / protocolamong othes.

Lack of motivation or perceivadelevance is especially common in discussions ofusmof digital

technology anong seniorsln their discussion of Statistics Canada data on internet use, Davidson and
Schimmele (2019) describe clear agmsed differences in views on technology. As recently as 2016,

Canadians above 65 were less likely to agree that ICT use madkvie better,or that it enables

communication with othersinformed decisiormaking or saves time. The same authors cite 2012 CIUS

data that found Canadian seniors madten explained internet noruse in terms of a lack of need,

interest, or utilityt mirroring severalother studies (Davidson & Schimmele, 201% akso Ries et al
2016).InCrosbyetaRad oOoHnAMy 0 & dz2NIBISe& 2 Fusdrgpfithelerdet defe)adkedNE = 6 K S
what would encourage them to go onlinghout a thirdstated thatd y 2 KAy 3¢ g2dzZ R Ay OSyi
Focus group research with seniénsCanada and the UK also identifladk of interest as a key detractor

of technology use. In some casgthis was specific to type of technology, as in éx@ampleof one

LI NIAOALI vy 6K2 dzaSR SYF At odzi 6 #l eéferadfasedND & 0 S R
face communication and/or problematized cultures eé@mmunication in which people were

constantly on their phone@arston et al., 2019see also Ries et al., 2018omea dzZ33Sad G KI 0 &Sy
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lack of interest my reflectthe factkhi L/ ¢ Aa af Sdaa NBESOFyd (2 GKSANI
options and strategies for keeping in touch with others, and for accessing the services and resources
they need(Davidson & Schimmele, 2019, p. 10; see also Denvir et al.,.2014)

Ina fewstudies, een less interest in ICT was expressed by older seniors, and seniors who were also
immigrantsIn CrosbyetaDa oH My 0 adzNBBSe 2F hydlrNA2 aSyAzNERX |
AYOSNY SO uww:r 2F aSyA2NR SELX | Ay&Rhistafiohale wasi 61 a ay
cited by only eight percentof non-users aged 689, in comparison with 60% of seniors aged 90 and

over ¢ KS &lYS IdziK2NR adlrasS GKIFG o KA tndredisidresiNI yi as$s
in internet use at [44]%, those whave been in Canada foi20 years indicated the highest level of
RAAAYUSNBadG 4 7wm>r¢LikewiPBESEFQSIOMOPEOHAYIY SNBIWSaa v @
in Australia identified older migrants in South Australia as a group that expressiaterest in learning

how to use digital technologyt the same timein their analysis of internet use amongst Canadian

seniors, Davidson and Schimmele (2019; following van Deursen and Helsper, 2015) caution against
interpreting lack of interest in digital technologies strictly in terms of choice, because of how apparent

lack of interest may in fact reflecther barriers to using and benefiting from the internet.

Assessments of Digital Skill

Secondevel divides are also commonly characterized in terndiféérences irdigital skill and/or digital
literacywithin a popuation, with lack of skill commonkighlightedas akeybarrier to internet use.

Citing several earlier studies, Davidsord Schimmelenote thatolder people have comparatively lower
confidence in using electronic devi¢élseyare more likely to find nevorked technology too

complicated, difficult to learn, difficult to use, and to report that these difficulties are the main reasons
for their nontuse of the internetin the 2012 ClUS$hese skilrelated barriers were moranportant than
barriers relatedo worry, safety, or privacy concerns (Davidson & Schimmele, 2019).

/| dZNNByidtesx /FyFrRF tF01a Iy 2FFAOAIT GRAIAGEE tAGS
{1Affaég FTNIYSE2N] gHadziddic, 201 7aSmENI20IBISHER/ krifowledgentineo

most recent ppulationlevelassessmentsf digital skills among adult Canadians were undertaken by

Statistics Canada in 2013, in the context of the Organization for Economic Cooperation and

Development (OECD) Programme for the International Assessment of Adult CocipstéPIAACThis

multi-country survey is administered every 10 years, with results from the second cycle due to be

published in 20240OECD, ndPIAAC defineiss framework for assessing Biem Solving in Technology

Rich EnvironmentPSTREasmeasuringl KS | 6 Af AG& (G2 dzaS GRAIAGEE GSOK
yStg2N]l a G2 I O0ljdzZANS YR S@Ffdzk 1S AYyF2N¥IGAZ2YS 0O2Y
(Statistics Canada, 2013, p. 22, citing OECD ZDfig)neasure assessésdl NI A OA LI Yy 6av® | 6 A f A (
LINPOf SYa F2NJ LISNB2Y L f I ngEND effeciivlly cOpBte cdncteldzddkid 3 S & ¢ =
(Statistics Canada, 2013, p. 22)

Of CanadialAA(articipantsin that 2013 study19% were not assessed in relation to digital skills for

varg dzd NBF 42y &3 AyOfdzZRAYy3I mmgE: 6K2 SAGKSNI KFR y2 SEL
test of basic computer skills (6%). Older adults and those not in the labour force were more prevalent

among these unassessed groups of respondeiitts. studyfound that while Canada is above average

with respect to P RE skills, Canada also has a higher proportion of its population at the highest and

lowest levels of RERE, suggestiraconsiderablenational dividen relation todigital skillsWhile seven

percent of Canadians performed at level Bieaning they could perform tasks involving multiple
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applications and steps in an unfamiliar environment, and also deal with unexpected chatlelf§ésof
/' FYFRAFYya LISNF2NY¥SR a0St 20 tbSDdePioblems with &fénstepsyhm G K S @
familiar environment. A further 30% of Canadians performed at level 8tatistics Canada, 2013)

In the same studyR STRE skills were highest among those at@84, however nine percent of
individuals in this age category were proficient only at the lowest skill leve?EIRE skills did not vary
by genderHigher proficiency in PBRE skills was associated withre formaleducatioral credentials
employed(versus unemployed) status, aethployment inprofessional / managerial roles versus other
types of occupations. These same factors were found to diminishiedgied differences in levels of
digital skill.However, there was also a substantial proportafradults who were unemployed or not in
the labour force who had high levels of proficiency in all three domains (of literacy, numeracy-and PS
TRE]Statistics Canada, 2013)

Given the PIAAC is administered in Ffencl Y R 9y 3f A & K 2 Yy f ata natiohall&val dzy’ & dzNLINA
the study notedsome differences in test resulésnonggroups ofrespondentamore likely to speak

languages other than Englisthis included respondentsho identified asmmigrants (either reent or

established), those who identified as Indigenous, and (French) official language minority populations.

However, tlese differencevariedconsiderablyby province. In BC, the study found no difference in

PSTRE proficiency between Indigenous and4dtigenous populations. Likewise, the study found no

digital skills differences between Canadiaorn and recent and established immigrants in(B@tistics

Canada, 2013)

While the 2013 IAAGtatistics are by nw quite old,they nonetheless illustratsubstantial differences

in digital experiencand comfortthat are also highlighted in more recent survey ddtsits 2018 _abour
ForceSurvey, Statistics Canada found that, amongsikegpercenpf Canadiarhouseholds without a

home internet connection, 20% of rural households and 24% or urban households cited lack of
Gly2e6ftSR3IS 2N ajAatfta G2 dza$sS intkrBetdthoindNaHsBs ¢ | a (GKS
Canada,2019d) y { GF GA&0GAO& [/ I yI RIDGabilityamest a third (F1%Rot | Yy { dzNID
LIS2LIX S 6AGK RAAIOAT BURNBRADAGER Gl OYVS2ZFOAKBARBY
internet (Statistics Canada, 2021c)

z

_

S
)

LLJAa2aQ Hnanmp adz2NWBSe 2F /FYyFRAIFY NBaAARSyGa F2dzyR (K
g S NB y syifull advahtage of the internet, lack of skill or knowledge was among the most common

reasons cited (15%). Motivational factors, such as not seeing the value of internet use (16%), and

opportunity factors, including lack of affordability lack ofsocid networks (12%), were other common
barriers.Among internet users, those with very low engagement in online activities were more likely

than other groups to report usability and sk#llated reasons for not doing certain activities ontine

these includedconcerns about privacy and security, having inadequate skills for certain tasks, and

finding the internet difficult to us€lpsos Public Affairs, 2015)

The 2018CIUSlso asked respondents about skitdated digital tasksand thesedata alsoillustrate

how experience with skithnd privacyrelated tasks diffezd according tdformal education and agdn
general,internet users aged 124 and aged 25 to 4#portedrelatively similatevels of experience with
most of the tasks queriedVliddle-aged adults (aged 464) had comparativelyless experience, and
seniors (aged 65+ad much lowerratesof experience with each type of skéind privacyrelated task
The same data also illustrate how experience wittually alltypes of taskslaoincrease accordng to
dza SNB Q f SOSt gShtisticeQdvatal 200IR 82Mdi; Sek &sp Figure 7, below)
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However, perhaps the most important story that emesdiem thisClUSlatais that considerable
proportions ofinternet usersacross Canadacked experiencéwith many skillgelated tasks
includingthe types oftasks whichmightbe needed to usdigital legal tool®r online government
services For instancegnly two thirds of alinternet users have copied files or folders digitally (66%), and
fewer have downloaded files (56%), or uploaded files to an online data storage spaceH¥&io).
amongthe mostdigitally advantagediserdemographiqthose aged 124 witho I O K SlegPebBD5H
20% of respondentsad notundertaken these activitiegurther, withinamore digitally disadvantaged
demographic grouithoseaged45-64 whose level of formal agtation is high school or I8s®latively
few internet users hadtopied files or folders digitall2%), downloaded files from the interne29%),
or uploaded files to an online data storage spd®4)(Statistics Canada, 2019%imilartrendsare
apparent with respect to security and privamlated practices such as deleting browser history and
changing privacy settings on devices and g§tatistics Canada, 20198elected data from tse
sectionsof the CIUS are depicted kigure7, below).

Figure7: Percentage o€lUS3nternetusersreporting skilrelated andcyber security activities

Internet users Internet users
All Internet aged 15-24 with | aged 45-64 with|Internet users
users, aged 15|Bachelor's or mord highschool or les| aged 65+

Activity related to digital skills

Used word processing software 69% 94% 36% 44%
Copied or moved files or folders digitally 66% 84% 42% 41%
U;ed the Internet to Fransfer photos or 56% 80% 35% 34%
videos from one device to another
Downl files f he |

ownloaded files from the _nternet to 56% 820 29% 29%
your computer or other devices
Uploaded files or photos to an online dg 49% 84% 26% 23%
storage space
Type of cyber security activity
Deleted your Internet browser history 61% 64% 49% 42%
Changed the privacy settings on accour
or applications (apps) to limit your profil 42% 65% 24% 19%
or personal information
Changed the privacy settings on your 45% 64% 2506 17%

device to enable or disable your locatio

Source: Data selected fronStatistics Canad®2019i Table22-10-0112-01 Activities related to digital skillsy age
group and highest certificate, diploma or degree completed; Stadistics Canad®019h Table22-10-010801
Internet security and privacy related practices by age group and highest certificate, diploma @& ceg@eted

¥ Respondentsvere asked whether they had undertaken each activity during the previous 12 months, on any
device(Statistics Canada, 2018a)
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In the US, assessments of digital skill likewise suggesiderablénequities and barriers related to

acquiringdigital skik. AH nmc | 3aSaavyYSyid e USidggasddihatfarouddoneRi v S a & ¢

five American adults a8 A G K SNJ & dzy LINBS LJF NBRé 2 NJ dzy ftAdjieSntpart tai 2
low levels of tech adoption and digital skill. The same study found that more than three quarters of

dza §

Gdzy LINBLI} NBRé 2NJ dzyt A1 St& RAIAGLithnew &eviddg/iBNE &G G SR

comparison with 45% of adults over@orrigan, 2016} & dz0 & SljdzSy i t S¢ & dzZNBSe

34% of older internet users said they had littlenimconfidence in their ability to use electronic devices
G2 LIS NF 2 NI (Addérsoh ¥ Bem[i201F,1p.3}n a recent survey of Americandigital
knowledge, Peviresearch Centre found thatostU.S. adults could answer fewer than half the
guestions posed on a digital knowledge quiz. While most could correctly answer questions about
phishingscams or website cookies, fewer could answer certain cybersecurity and privacy guestions
including those about twdactor authentication, private browsing, and website encryption. Adzaita
from Canadathis study found that knowledge of digital topicries substantially by educational
attainment as well as by ag¥ogels & Anderson, 2019)

Other research has focused on assessing digital skills among CanadiarOyotlits subject, Media

~

Smartsnotes that for young people who have groanl.) & G RAIAGEHE Yyl GAPSazé

T2

AYY

YSGUg2N] SR RAIAGEFE (SOKy2f23ASas dzaAySteeVeS,ROL4E, STT2N.

p. 4) The same organizaticadopts a model of digital literacy that recognizes not only access,
awareness, and basic training, but also creative and critical thinking skills and astandéarg of online
rights and responsibilities

.FaSR 2y a SRMaksessnvehtNfldigitdl skills among Canadian youth in grabikes 4
Steeves assertbat most youth had at least a basic level of digital literacy, including the ability to use
word processors, web browsers, email, and other communications applicatitmvgever, as with
surveys of adultgshe same datallustrate considerable variation in levels of online participation and
skill(Steeves, 2014)na 2018 survey of Igyearold students, Statistics Canada found that
considerable minoriesof students in B@ad not learnedhow to use keywords in search engines
(31%) how to detect whether information is subjective or bias@&%),how to decide whether to

trust online information (16%), do understand the consequences of sharing infation on public
platforms such as Facebool&@h). Further, the majoritys8%) had not been taught to detect phishing
or spam emailgStatistics Canada, 2020b)

In qualitative and mixed methods research, siéllated barriers to digital technology use have

emerged as significant in research with senidiarston et al., 2019; Ries et al., 201&)lults with

severe mental health issu¢Robotham et al., 2016people with intellectual disabilés (Barlott et

al., 2020) and diverse groups atructurally oppressederviceuserg including culturally and
linguistically diverse groups, people witw-income, people with disabilities, and remote and rural
residents(Chen, 2017)As | discuss further, 1 S& adt 1S gl e&¢ FTNRY (KAaA
across a given populatiothere exists a significant range in levels of experience, expressed
interest,and comfort in relation to internet use.
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Interest and Skill as Grounded in Opportunity

A6 NBySaa 2F K2¢ AYRAGARIZ faQ Y20AQFGA2yas aiAfttas
broader social and structural dynamics is reflected inlitieeature in variousvays. Writingabout digital
RAGARSA Ay /[/FYFRFEY 1 FA3IKG SG Ffd aiNBaa K2g G NBA
connected:daccess to the internet reflects existing inequalities in society with income, education,

rural/urban, immigration status, and age all affecting adopXeif2014, p. 503)McMahon (2020)

draws on the critical framework of community informatics which looks beyon®@indR dzt £ 8 Q | 6 A f A (i &
a computer to also consider community contex® 2 NJ A Yy & G I y O S >detorthivatiaizgveri A Sa Q &S
digital technology development and use, and the need for discussion of digital literacies to be grounded

in local cultures and underatdings.Based on irdepth interviews with digitally excluded people in

Australia, Ledkewisea G 6 SaY aY2NB | GiSyidAaz2y ySSRa G2 0SS LI AR
SEOfdzaAz2y yR (KS @I NNledi2028ym178)KI & SEA &G | Y2y3 dza$s

Affordability and Access

As theseanalysesugges it isimportantto contextualize questions of motivation, interest, and skill

drawing attention to how theséactors areoften tied to inequitable opportunitieso access, learn, use,

and benefit from digital technologyor instance, while 2015Ipsossurveyreport concluded that
GY2UAOFGA2Yyé YR GOILIoAfAGERE GSNB Y2NB AYLERNII Yy
AYyUiSNYySG dza S Dllowiup StudiiuhdeérScor@ hoNdifler@nces in engagementirror
structuralrelationsof class an@pportunity:

Canadian internet users who score high to very high on the digital engagement index
are primarily youngeg underthe age of 54, are better educated and employed,

living in a large city and in households earning $100,000 a year on average. In
contrast, those who score very to low in the index skew older, are typically retired,
are more likely to live in a rural area town, and in households earning much less
annually(lpsos Public Affairs, 2016, p. 5)

As the above findingsuggestthe ability to afford and access technology hasraportantimpact on
developingnterestand skill inruse ofdigital technologyFor instance, while young pple are often to
FaadzYSR (G2 KIS || KAIK RSINBS 2F RAIAGEHE aijAatt ol
unemployed youth in the Utdreac filling out online job applications, and that one in ten avoided the

use of computers altogeth€Pawluczuk, 2020, citing Wilson and Grant, 20Eudjther, ased on

interviews with vulnerale consumers and advocates in Australihen notes:

A connection can be drawn between negative attitudes towards digital technology
and a lack of exposure to digital technology, as seen with some older consumers who
[havd never seen the benefits of they 1 SNY SG Ay GKSANI g2NJAy3 fAQS

I 101 2F SELR&d2NB (2 RAIAGIE (SOKyz2ft23& Yl&
afford the ongoing cost of maintaining a telecommunications connection or buying a

digital device. For this reason, a distinction mustdsawn between those who could

afford to go online, but choose not to (digital choice), from those who do not have

access or could not afford it anywa017, p. 14)
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Likewise|eestresses thatt NB | 42y a T2 NJ y 2 ( multifadetgdhndinkeBwined/aadS N S G | N
further, may not be explicitly captured by simply examining the statements otizanS RE&p. 6

108). SSQa AYyUiSNWASsa 6AGK RAIAGIEEe SEOf dZRSR LIS2LX S
issues frequend SYSNHS Ia aftlFiSyidé OANDdzraidlyoSa GKIFG YSF
internet use. For instance, whithe2 ¥ [ SS Q& NI alypixpamédyhatshe Adgi23 AyyS S R €

for the internet, her comments illustrate how affordability played a kel in that assessment:

GoKIGQa GKS LRAYyG 2F LIeAy3d GKS AyiuSNySiG ¥SSsz 6SO
MpyMd® L fAGS LR2NI & Ay (KS ciediyleé018,P. 109)Lde2alsoQi 0 dz2 &
found that cost concms related to data limits (data capgsgspecially on mobile service plans

noticeablyA YLJF ANBR NBalLRYyRSyiGaQ 2LIR2NIdzyAdASa (G2 dzaS K
benefit from dataintensive activities such as online educatipnS $20%B)research, like that of

Baum, Newman and Biedrzycki (20li2ystrates how the purchasing deciss of many norusers and

limited users entailed tradeffs between internet devices and services and other household

necessitiesguchasi NI Yy aLR2 NI I G A2y | Yy Rkewdsé, hds&idbhér@Heal®h Rede@rehii A 2 Y @0
with Aboriginal women in asmall Ry, Stry adt 6Say adGKS RIFGF LINPDARSR 08
that it is not a lack of training or lack of interest, but that for some it is a lack of equipment or Internet
GKAOK A& I OoFNNASNI 2 LYyGSNySa | 00Saaé ownmtI LI®

[ SSQa 6 unmyrolh K yRIASINEANIStgtae SEOf dzZRSR LIS2LX S Ay | dza d NI
[of technology] is an essential condition in determining the frequency and quality of the use of

G§SOKy 2t 238 0@ AY RAlGhY tRede lifes, &aridus stusigsests hiodwhawng acoeds

to technology at home is key to becoming comfortable and skilled at technologiynubeir studies of

internet skills among the Dutch populatioran Deursen and van Dijk (20Tayind those who used the

internet primarily at home (versus at work, school, or in libraries or cafes) performed la¢tbeth

operational and formal internet skif such as those required to understand hyperlinks and file

structures.Based on focusrgup research with lowncome people in Australi@aum et al. (2012)

SYLKIaAT S GKFd K2YS AYyOiSNYySi | OOSagdgeinbriine]l Sé G2 AyO
environments because it enables significantly more complex activities and freedom of use than only

having communitybased access; fdhis reason, housing instability is obviouslyamsiderablebarrier

to digital skill development (Baum et al., 2012).

However, the same authors stress thatven with internet access at homsymepeoplemay still face
significant(e.qg.,(dis)ability or gender related) barriers to internet us@Baum et al., 2012) ikewise,

[ $SQ&4 6uHnmyO AYISNBASSsa 6AGK RAIAGEEEE SEOf dZRSR LI
does notnecessarilynean that all members will benefit equallyf the presence of technology in the

K2YS® LYy AydSNIIASGas spetifigally wbriten $h& &I QG désRita haing RSy G &
connected device(s) in their homes, they nonetheless had limited access to technology because other

uses or users were priorzed in their households. In several cases, the computer was viewed as the

domain of other, more experiencetimily membersand these users occupied the household devices

F2N) ydzYSNRdza K2dzZNE S OK RlI&@d hyS ¢g2Yloyfeale Ry Qi o1ty
would becomeupsek ¥ aKS YAadl {Syte alizi || @GANHz 2y AGéE 0S«

20 As | describe below, operational skills are those necessary to use computer hardware and software (e.g.
opening files and usingweb browser), while formal information skills relate to understanding digital information
structures and logics such as hyperlinks, file structures, and networks (van Deursen & van Dijk, 2011).
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ydzYSNR dzda SEF YLIX S&aX Y2(GKSNABE LINA-fMkdascésSdver thérSiinNI O K A f
use of technology or dat@ ee, 2018)

Generational Opportunity and Work Exposure

Research in this area also emphasizes bpportunitiesto develop experience and skill in digital

technology usere tied to both generational and classed opportunities to use technology in work

settings. 8veral studies emphasiz®w lower rates of ICT interest and use among sentoirsesponds

G2 aAAYATFAOIYy(d 3ISYSNI GA2yL f eaRAugeT dhddeneid ffom teghyfologyS v A 2 N.
throughout their livesDavidsorand{ OKA YY St S & {iehitBniedt intériet uSe igialkiNdactor in
internetuseandnodza S Y2y 3 ASYA2NRIE 6A0GK 2 yr&tirementvc & G dzRe&
exposure to computers are nine times more likely to be online than seniors withoutrpteement

S E LJ2 & dzNJpp 1234ciiing Briemel, 2016)The hianging rates of internet use among Canadian

seniors over time (20:2016)are also consistent with this findingaed on these factors, Davidsand
Schimmele (2019) conclude that while agéated declines in physical capacity (e.g., vision or dexterity)

may play a role in reducing technology use among seniors, these factors are likely less relevant that
generationalnd classased differences in opportunity in technology exposure, acegsisuse.

LikewiseJack of opportunity to regularly learn and use technolaypffice.centred workroles emerged

as key themes in research undertaken by both Lee (2018) CheR)(20f [ SSQ& oéwuwnmy 0 | dzF f .
research with digitally excluded people in Austral@spondents whdiad never worked outside the

home, and those whavorked in trades and other neadministrative roles described how they were not
provided with digital skif & GNJ} AyAy3IY a2 KSy L ¢6+a SYLIE28SR Ay |
were outdoors. The ones in the office, they all had computer training, but nab d2018,p. 113).These

same groups of respondentiescribed howthe busyphysical and practicalature of their workalso

YStyid 0KS& KIFR ay2 {inCdrada, tie2018 GdsifdicReitimbntedindt a1 Af f a @
users in the highest quartile of households were twice as likely to access the indémetk comparel

with those in the lowest quartileThe same data illustrate how the youngest quartile of internet users

(aged 1524)werealso considerably less likely to access the internet at \{@t&tistics Canada, 2019¢e)

Data fran the 2017 Canadian Survey Disabilityalso suggedhat British Columbians with disabilities

haveless opportunity to use thaternetin a workplace setting relative tmany othergroups of

internet users(Statistics Canada, 2021d)

A series of studies in the Netherlands further illustrates how alalséed educationalopportunities

shape digital skills very specific ways. In their surveys of the Dutch populationDeursen and van

Dijk (2011) found thaivhile overalllevels of operational internet skills (using internet browsers, opening
and saving files, submitting forms, and navigating between sitieg appeared quite high, levels of

G 02 y-NB i G SR £ n ang/skatelilyihtainietskills were much lower. The latter types of skills
included the ability to choose a website or search system, defining search options or queries, selecting
and evaluating information / sources, and undertaking effective actiongdantsions in order to

achieve a particular goal through use of online mddan Deursen & van Dijk, 201&)follow-up study

also consideredommunication skills, including the abi#isto: make and maintain coatts, navigate
asynchronous forms of communication (which lack social cues such as intonation and facial expression),
attract attention to a message to ensure it will be seen read, construct a coherent and appealing online
identity, create online profilesand cooperate onlingvan Deursen, Courtois, & van Dijk, 2014)
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As in otherresearch van Deursen and van Dijk (201dynd that age and education were the most
important demographic factors associated with level of skilweveryounger generations only
performed better on operational skills, but not on information and strategic skills. Likewise, years of
experience using the internet only contributedittcreases imperational internet skills. In contrast,
formal educatioral credentialswere positively associated with improved skillgllareas suggesting
these latter skill sets are difficult to learn in the absencstoictured supportivelearning environments
(such as imdvancedschooling and professionataining or work roles)These Dutch survey findings
aligncloselywith the assessments of skills undertakiey Statistics Canada througie 2013 PIAA(G.
40, above) Van Deursen and van Dijk (201hderscore thathese findingsndicatestructural divides in
digital skillsets that will continue to widen even as connectivity and access gaps are addsassiedy,
Fdzy Sid It ®Qa lowigcAmizdeopl MR dlrdlia raléctédkhodinadequate educational
2L NI dzyAGASEE 1OGA&A +Fa | a6l NNASNI (2 wlLIS2L) S8 |
and also means that they are, as a consequent of this lack of access, mgrtlikelexcluded from
educational opportunities as these increasing rely on digital cdpitab H A MH X LJ® oppL P

O
O

Intersections: Income, Education, Support, Health, (Dis)Ability , and Language

Opportunities to learn and use technology are perhaps mosiceablyconstrained for those who face

multiple, intersecting barriersnitheir assessment of internet use by Canadian senidagjdsorand

Schimmelego beyond analyzing impacts singlevariables (e.g.age) to consider how mukvariate

dynamics of advantage impacted internet u€e2 NJ LJdzN1J2 8S& 2F O2YLI NR&A2Yy X 4t
those with a university education, in good or excellent health and living with at leastdutitional

persond5Aal RAIYyiGlF3aSR aSyA2NRBRé 6 SNB ¢ A bDedlth,daid living KA 3K & O
alone.The dramatic differences in internet use between these two groups is depicteiduines.)

Figure8: Predicted probability of Internet use for seniors by education, health status and household status, 2016
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Soureca: Statistics Canada, General Social Survey, 2016.

Source: Davidson & Schimme&l819. Evolving Internet Use Among Canadian Seniors, p. 16.
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AsFigure8 illustrates, theauthorsfound thatd + R@F y ik 3SR &Sy A 2 NEermndus€dS y S NJ 2
rates and are indeed much more similartor®@BS Y A2 NBR (G KFy Fff 23GKSNJ aSyA2NA

Among young seniors (aged 65 to 69), the predicted probability of Internet use is
44.8% for disadvantaged seniors and 97.1% for advantagedrsenThere is also a
stark difference between disadvantaged and advantaged seniors in the relationship
between aging and Internet use. At age 80 and older, the probability of Internet use
drops to 11.7% among the disadvantaged group, but stands at &h&sng the
advantaged groupgDavidson & Schimmel2019, p. 16)

Numerous other studies illustrate intersections between healtfdig)abilityconditions, and access
affordability-relatedbarriers to skill developmenBasedon focus groups witlstructurally oppressed
consumer groups in Australia, Chen (2017) describes how various barriers intersect as people with
disabilities are more likely to experience poverty, reducing access to good quality technology and
adaptive devicedy’ w2 0 2 (i K| Y16) Suiveys Witth geaple dvith/severe mental health issues in
the UK, very few respondents (16%) cited lack of motivation as a barrier to their internet use. Instead,
the most common barriers related to a combination of skill and acoeafordability isses, including:
security concerns (46%ack of knowledge (40%nack of credit/money (45%), lack of places to access
GKS AYGSNYySid o6oc>0X YR 101 2F | @FAflroAfAle 0o0om:
service users, affordability draccess issuesogetherwith perceived lack of knowledgewere

identified as major, interconnected, barriers to online participation. Interviewees described how
financial hardship and lack of access to the internet at home and/or in shared living situations made it
difficult to develop their digital skill$n the later study, @rticipants described challenges related to

their mental health conditiong including psychosis and/or memory issudbat prevented them from
learning or remembering how to use technology. Others described frequent interruptions in thei abili
to access or learn about technology because periods of illness that sometmésedextended

hospital staygGreer et al., 2019)

In theirVancouvethasedaccount of adult learning at a digital café, Smythe and Breskgdys7)share

the story of Malek, a research participant and older immigrant who became injured at work and needed
to apply fordisabilitybenefits. Malekwas instructed at government offices to complete forms online,
despite thathe could not afford a computer, internet, or cell phone. Through weekly tutoring at the
digital café, Malelgradually learned to use email and Facebook, but still neededtorane assistance

to completethe online government forms. Hielt unableto use computers at the libraftyecause he

worried his Englisttanguage abilities weredndz¥F FA OA Sy 4 (2 |41 F2NJ KSf LI» al f
once he was able to borrow a computerdaaffordhomeinternet for a few months, but he was forced

to cancel his internet when the fees increased. He subsequently found another internet prditeis

old, borrowed laptop ceased to function a short time latfith reduced access, his skiivel and

comfort began to decreas&he story of Malek illustrates how intersecting barriers related to poverty,
language, and lack of appropriate supports resulted in precarious connectivity that significantly
NEAGNROGSR al t S{ Qa digital tedh®logyMse F YR 0SYSTFAG FNRBY

Technical and Support -related Barriers
I & Ay sadatiorfinianality issues (e.g., related to connectiyitardware, or technical issues
canalsosignificantly detract from motivation and skill development wigspect to digital technology.

One UK study illustrates hown cases where connectivityas poor and/or too expensivagsearch
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participantsadaptedtheir household and business activities to minimally rely on the intetdetvever

whenthe samerural hauseholds gainednprovedaccess tdigher qualitybroadband they increased

their ICT competency through upskillirrgral business ownershifted their practiceso undertake a

wider variety activities onlin€Philip & Williams, 2019) A 1 S6A &S [ $SSQa 6Hnamy 0 Ayd{S
excluded people in Atralia reflected how slow and/or unreliable internet connections led to

frustration and less frequent internet use.

{SOSNIYt 2F [SSQa oOoHnmyl AYGSNBDASESSa RSAONAGSR K2
(e.g.,email or browsing), hoaver, they encountered roadblocks when it came to technical problems or

new and/or more advanced tasksuch asnstallinga printer or adapting t@new operating system. In the
absence of help, such issusmnposesignificant barriers taevelopingtechnology comfort and skills (Lee,

2018 see also Ries et.a201® ® h Q5 2 y y S fikewisd émphasizé hodwmemameatatively simple

computer crash or hardware breakdown can pose a vastly different scale of problem when it occurs in an
underresourced remote community with few technical supports, versugfanor suburbararess. For

this reason and other$gy Q52 yy St t SiG | f® onnmcy | RG2 OFNdtRgthiat 1 A y 3
most research on technology adoption has focusaedndividual and household adoption, the authors

instead emphasize the interrelatedness of enabling digital infrastructure and commanéyresources

alongside technology use by community members.

Along these lines, many qualitative studies emphasizémportance ofearning opportunitieand

technical supportespeciallyjor those who have lacked opportunity for digital skill development within

school, workplace, or training environmenBased on interviews with digitally excluded adults (hon

users and limited users).eedescribes distinct differences between those who had family and friends

from whom they could seek help, and those who did.I8Killed family members and friends played the

NREfS 2F aL¢ adzLJLJ2 NI S NE dép intakdassist with dztbhithipioiSelB thag SNBE | 6
otherwise would have caused discouragement; tiétp was alsokey o YLINE GAy 3 f S+ NY SNBEQ
(Lee, 2018see also Baum et al., 201R)kewise Freeman, Marston, Olynick et dlescribe how, despite

theA NJ £ F O1 2F LINA2NI f SINYAYy3I 2LIRNIdzyAGASas GKS 2f R
relationships with family and friends to adjust to new technologies and to remain connected to adult

OKAf RNBY | y R2020Ng. YTRIiOdyhamiB Ngy klefp explain why Dem¢ialQa O H A MYy 0

review of UK data found that having mendent children is positively associated with digital inclusion.

Further, in studies by both Lee (2018) and Marston et al. (2019), petigipans had sought out

digital training programs offered by local organizatitike librariesand universities.These participants

describal the benefit of such programs, particularly when they could bring their own devices and could

benefit from practicing on the internet at home.

Accordingly, brriers to digital skill developmeigiccurwhen people are unable to locate or access

these kinds bsupportive helpLy DNBSNJ S | f dQa AYyGSNIASGA 6AGK YS)
interviewees faced interruptions in their access to and use of technology, and difficulty remembering

skills over time These participantseeded learning opportunities thatould support them to refresh

skills and knowledge in a flexible and personalized, waymanywere not surewherethey couldgo

to access suclearning or suppor{Greer et al., 2019; see also Lee, 2018y / NP aoe& Si It ®#Qa
with Ontario seniors; 6 2dzi I GKANR 2F (K2a$8S K2 RARYQOG dza$S (K¢
key barrier. In the case of leimcome seniors (incomes under $20,000), this number incredssfl

of low-income seniors citdf | O1 2F KSf LJ Fa | NRBdshyatyl., 20KBa8ed RA Ry Qi 3

on their research witlremote and northern Indigenous communitidgaton et al. (206) argue that,
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while many residents learn on their own and through mutual suppodst communitiedack
adequateaccess to trainingnd techncal support.

[ $SQa 6nHnmy 0 NBAaASEHNODK 6AGK | dza G MNsefwihouf prevdbullli A OA LI v
opportunities to learn and use computers in school or work environmeatexperience and perceive

technology use as difficuitleadingto lack of confidence in their abilitytolear6.2 NJ 82YS 2F [ SSQ:
participants this lack of confidence was exacerbated through negative experiences associated with

asking for helpSome participantiad sought out courses thawrned2 dzii G2 0SS (G22 OKLF ft Sy
offer sufficient personalized learning suppdttne older adult had attended a class but gave up because

sheKl R y2 SELISNASYOS 46KIFia2S@SNE y2 2yS KStLISR KSN
thismade ithardf 2 NJ KSNE &wu hyy E | BIP 2 NROBGYNERrviews @ith igdopleQ &

experiencing digital exclusion in Wales, participants described learning contexts where they felt
demoralizedhrough alack ofautonomy.

While reliance on personal networksoften a crucial source of learningpistoo canentalil

challenges or further barriers. Interviews adults with intellectual disabilitiedescribed that they

sometimes #uggled to learn new technologies or digital tasks; in these cases, personakizathy

support offered by friends, family, and community contacts was key to bridging mismatches between

skills and technologyelated demandgBarlott et al., 208). However, some learnetrssuch as youth,

and adults with intellectual disabilitiesmay have decreased opportunity for skill development

because of how their access to technology is mediated by adults and card@admit et al., 2020;

Steeves, 2014) ¢ KS&aS 3IANRdzLJA | NB Y2NB t A1 Sté dévikespS aSO2yR
and to have their access, passwords, and activities monitored and moderated. Barloti@eahat

GKAES LI NBydGFt 2N OFNSBIABSNI Ay@2f gSYSyd Aa AYLRNI
2y NARAAa]l YIylFI3SYSyidzé NBRdAzOAYy3I GKS FoAfAde 2F (KSa
skills through opportunities for independent exjpeentation (D20, p. 514)The same authors

found that support people would sometimes do ta$tislearners, which left learners dependent on

others rather than learning skills themselves.

Ly [ S$SSQa NiadichaniIdeictibed WaiSilymembers or friends wereften too busy to

help. Inothercasest SELISNIi ¢ FI YAt & YSYOSNBR 6SNB AYLIF GASYyd 2N
{ SOSNIf NBaLRyRSyia RSaAaONAOSR (GKSYaStoSa(eea FSSEA
2018).In their studies of digital skill in the Netherlandsn Deursen et al. (201fjund that those who

relied on help from family and friends tendedlie thosewho were already most disadvantaged when it

came toopportunities fordigital skilldevelopment.

Finally, Chen (2017) highlights a serieprofacy issues that may arise fblosewho rely onhelp from
others to undertake online task€hen found that those with few digital skills, and those facing
language and/or (dis)ability related barriers to use of online tools may dependfaends, families,

care workers, local shop keepers, employers and/or immigration sponsors to access online .services
Such arrangements can requirglividualsto share account numbers, usernames, passwands/jth
status, income, and othesensitivepersonal information. This can violate rights to confidentiality and
lead to conflicts of interegsor exploitation.

In some studies, inexperienced users turned¢ommercialservice providers for help, but received
unhelpful treatment or lacked the necessary context to understand the information they received. In
[ SSQ&a 6nHnmy 0 adGdzReI 2yS dzaASNJ I LIINRF OKSR KSNJ Ay dSN.
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and becameNdza G NI 6§ SR 6KSy GKSe& { dzNJ2BR)foeuS ddups @ithdlder Ly a | N&
adults in Canada and the UK, some described challenges in seeking help or learning about technology

from younger, technologgavvy experts (such as sales representatives) who used confusing jargon or

failed to explain sufficiently clearly or slowlyhese prticipants described experiencesaeism and

0SAYy3a GNBIGSR a (GK2dzA3K (0KS& ¢gSNBE daiddzZ Rog

ConfidenceAnxiety Privacy, and Trust

These latter accounts begin to illustrate a circular dynamic wherkink d opportunity to develop

skillslowers confidence and produces anxiety, which can become a further barrier to technology use.
Suchissues are especially exacerbated because of how technisobgingingat an astounding pace. As

I have described (above, §6, following van Deursen & van Dijk, 2019) there are significant advantages
associated with being able to purchaseaintain and usea diversity of the latest devices and services.

| SNYIFYyRST YR w20SNIia RSaONAROGS K2g ala GKS NBfFGA
smartphones and connectivity speeds, and as ever more aspects of social, economic, and political life
move2 Y f AyST (KS RAIAGIEtE RA&AIROIY(il DIheseSSELISNASY OS
inequities, note the same authors, are further widened as all manner of corporate and private services
continually adapt to make use of new tedbal features inesenced NI AaAy 3 GKS o6FNE AY
technologyrequired to participate in many facets of life.

In this context, those who face affordability, connectivity, and skéllated barriers can experience

diminished confidence and significant anxiety asdediavith beingdleft behind.Ly [ SSQ&a & dzRé =
interviewees described how lack of opportunity to use technologies led to fear that they might make a
YAadlr 1S 2N LINBaa G§KS ¢ NP y@Eitedirdze(i218, pl5§. Rangmoks 01 (G K S
descibed how theyfelt exhausted by pressures to learn, disconnected from others, ineffectual, and like

they were missing out on helpful resourc&ne expressed worry about being unable to adequately

support her children in their computdyased schoolwork. Ic& ofefficacy in digital environments was

sometimes associated with embarrassment and/or shame that made it difficult to ask for help:

LX FY SYOFNN}y&aaSR GKFG L KFE@S G2 GF1S dzLJ LIS2 LJ
machine. | feel stupid coming back!fan areAy3a w221z L QI- ygzﬁ Y1 SA i
aYFtft SN L OFyQu aKAFU UKAa&a I NBI 02 0KIFIUO | NBI
FT2NH2GGSY K2¢g G2 R2 A0QI a2 FT2NJYS AdQa SYol NJ
jdzSaidAaz2yax L Oihtfianguide Gistind se 200 B $47)F

Research y (KA A& I NBI | fa2 NBEFfSOGa K2g¢g FNBIdSSyid YSRAL

cyber attacks, and massive data breaches increase fears about making mistakeghbatsien et

al,2019)HNB X AGQa AYLRNIFIYyG (G2 y230S GKFG GKS&aS I NBzI A

concernsParticipation in online environments can en@xposure todisinformation, intrusive

surveillance, cyberstalking, financial victimization and fraud, and efgateanipulation as evidenced

in the Cambridge Analytica scandal (Hernanfi€oberts, 2018). Among its digital resources for

parents and children, Media Smarts lists numerous types of cybersecurity threats including malware,

bluejacking and bluesnarfing (spreading viruses or theft through Bluetooth), macro viruses, boot

sectorvidza S&3 | RgF NBX &Ll gl NBX a1 2Y0AS¢é 0221ASazx FyR

and identity theft(Media Smarts, n@). In the 2018 CIUS7% of Canadianternet users reported a

cyber security incident, such as being directed to fraudulent websites asking for personakitidorm

(19%) or contracting a computer virus (11%datistics Canada, 2019t) 2019, about one in five
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Canadian Businesses were impacted by cyber security incifiétatsstics Canada, 2020&)olub

etalSYLIKI aAl S { Hossor tiief, ¥spdicidliidenti®y Theft can be devastating for lower

AyO2YS NBARREBY) G & £

Further,a growing body of literature is drawing critical attention to how the same platforms

which have become mandatory channels for access to services and social, economic, and political

LI NGHAOALN GA2Yy aFNB AyONBIlaAay3adfte LR6SNBR o0& o6A3 RI
oAlasSa IyR GKIG FNB f I NBbythé 2048/ p. &¥8\yodthimdnow S |y R 20 &
determine the structure of many online experiences: they identify patterns, learn from experience,

and select the appropriate responses based on these factors (Smythe, @0iti@alliterature in this

areadravel GG Sy A2y G2 + aoA3 RIFEGF RAGARSE AYy BHKAOK (K¢
between those who collect, analyse and benefit from data (e.g., social media companies), and those

who are the targets of the data collection proces®@ &2 OAlFf YSRAI dzASNBROE 6t &
following Andrejevic, 2016). Pawluczuk states:

As digitally excluded individuals are encouraged and pressured to participate in the

digital world, they are also required to agree and comply with the terms and

O2yRAGAZ2Yya 6KAOK 3I2@SNY GKS LI 6SNI aidNHzOG dzNB a
digital participation might often mean unconditional, uncontrollable, and

overpowering data profiling. (Pawluczuk, 2020, p. 5)

Likewise, 820 I Y(A0BBXesearch documenting the experiences of service users in the US offers a
OKAttAY3a | O02dzyi 2F GKS FfIA2NRAGKYAO itdNEERd®iAzy 2F
beencompelled to submit all manner of personal information to a set of complex integrated databases

which are designed with the neoliberal objective of minimizing the claiming of benefits whenever

possible. Within the service provisionrégba 9 dzo y1 & a0 dzRASRE o60SySF¥Ad Of I
FONR&a 3I2O0SNYYSyld RSLINIYSydGazs FyR NIXOAFfte oAl as
WNA &1 eQ Iy RGowadNB®ipS1e3; paraphrasing Eubanks, 2@&jed on these

discriminatory predictions, certain indiwidls and families experienced withdrawal of benefits, and

criminalization and surveillance by law enforcement and other agencies, with one Pennsylvania

GClLYAfte {ONBSyAy3a ¢22t¢ S@OSYy LINSBRAOGAYI HKAOK OKA
agendes based on intergenerational family history and experierfcas/, 2018, citing Eubanks, 2018)

9.dzo I y 1 avwbrkthus dauynents a disturbing contemporary context in which extraordinary

amounts of personal data are collected and used by corporations and governments, with insufficient

public oversight, in ways that enact new forms of injustice for structurally oppressedepé&iplythe
KAIKEAIKGA OGKFG ala LREAOASE (261 NR RAIAGIE Ay Of dz
G2NI R (KS WSEOfdZRSRQ I NB o0SAay3a St 02YSR Ayidz2s | yR
LJ- NI A OA LI (0 A 296€ alst PawlnczpE, ZD2JP 0y H

In this context, it is unsurprising that those with less comfort and skill in online environments are
hesitanttoengagea NA G Ay 3 | 62dzi RAIAGEHEE&@ SEOf dzZRSR @2dziK Ay
people find themselves stuck between embracfjagd being encouraged to embrace) digital

participation (e.g., employment opportunities) and protecting themselves from its possibletetts

68dIdT RIEGE YAYAYIS LIKGWEYO 8 HNBI GRISHERISES OAHanaHdaSA  LadF
were common concerns among limited users of the internet, particularly in relation to banking and

shopping transactions. Several respondents were uncomfortable having any banking information online,
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and some were also uncomfortable with the idea of posphgtos online (e.g. via Facebook). One

interviewee described feelinglarmed bypop-up windows related to security settings. In the course of
AYGSNIBASsaY [SS 20aSNBSR GKIFIG GKSasS 02y OSNya ¢SNB
in relaion to handling and managing their information; some respondents expressed interest in learning

more about these issuesi{ch aow to better manage privacy settings on Facebdqbke, 2018)

Navigating security and/or privacy with respect to personfdrimation can be even more difficult for

individuals whose life experiences (whether in Canada or elsewhere) have led to distrust of government,
judicial systems and/or service providers (see, e.g., Chen 28dife researchlso suggedhat digital
privacyconcernamay especially pose barriers for those with mental health issues (Taylor & Packham,

2016; Robotham et al., 2016hd for seniors (e.g., Marston et al., 2Q0Then, 201y In contrast,

Davidson and Schimmeleundthat 2012 CIUS data showed little suppfart the idea that technology

non-use among Canadian seniors was related to security or privacy condénits.the 2018 ClUdata

on this topic are not yet publishe, G I GA &G A O&a /I yI RI Q®Disabilityfoundthdt y I RA Iy {
eight percen2 ¥ NB AL YRSyGa yliAz2zylrftte OAGSR 4aSOdaNAiGe 21
did not use thanternet (Statistics Canada, 2021c)

Althoughprivacy concers are not often identified aan issudor youth,some studies suggest this topic

needs greater attention on the part of educators goalicymakersWriting about youth in Scotland,

t I gt dzO1 dzl o6wunun0 y208a GKIG @2 dzy 3 HR2AStasE 0o 2KiE WS A
amounts of personal informationonk® SG I NB 2F3Sy ay2d g NB 2FX 2y 32
NEGSYydiAz2y YR AG&a LRRaaArAofS LINRAGIF Oe LikewiskaR@ih G A2y & ¢
assessment of digitakidls among Canadian youth in grade$M4found that students demonstrated

limited abilities to assess the commercial and corporate interests at play in relation to the platforms

they used: 39%f youthincorrectly believed that companies were not interedtin what they say and

do online, while 68% incorrectly believed that the presence of a privacy policy meant that the platform

would not share their personal informatioRurther, K Sy | 81 SR 6Kl 4 (KS@QR fA1S
school, a third of studemespondentssaid they wanted to know more about how companies collect and

use personal information, and how to use privacy settif®seves, 2014Pawluczuk (2020) warns that,

because digital inclusion practitioners lack the resources to adequately address this topic, youth from

digitally excluded communities (for instance those with lower income, who areimdaband/or who
SELISNASYOS RA&AIOAEAGASAD FNB G INBFGSNI NRA]l a2F
GAGK G0KS RAIAGFE YR 6A3 RFEGFE SO2y2YAS&A¢ O6HAHNZ LI
Otherbarriersto confidencerelate to the credibility and trustworthiness of time information.A recent

surveyof Canadianfound that many have difficulties distinguishing facts from opinion, and nearty

in 10 are concerned about the accuracy of information that is circulated online. Only three in five were
confident that theycould always or usually determine the accuracy of online cor(ipsbs, 2019)n

surveys with Ontario seniors, Crosby et al. (2018) found ¢had, (K2aS ¢6K2 RARYy Qi 32 2
aFAR GKA& ¢l & 0SOIdzaS (K $thoscRihy/uSdil thé intdretbut dig/mbth y S Ay T
use the internet for health information, augrter saidthis was due to lack of information credibiliby
trustworthinessC dzNJI KSNE aSRAF {YIFINIaQ ownmn0 adz2NBWSe F2dzyR
concern among Canadian youilVhen asked what they want to learn about in scheathird waried to

know how to search for information online; and just over lwdl§tudents wanted to learn how to know

if online information is trug¢Steeves, 2014)
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Numerous qualitative studies emphasize how skilhited confidence and anxietan be especially

O02Y LR dzy RSR Ay -aNBf I Sigrdar yistara@iviéaréntedhiiologyproblemsmight result

in losingaccess to much needed servieesl resourcesnboth/ KSy Qa o6HamT @&l 3R n Ml dzY
digital exclusion research, Australiparticipantsdescribed how trends towards increasing digitization

caused stigmatization, stress, and feeling aloss of gohty &2 St f GK2aS K2 OlFyQi |
0 SKAYRZI RieyifBauniiekss @@, p8356PIn Canadian and UK focus groups, seniors

expressed anxiety about being pressured to upgrade their devices or use technology for tasks (such as
ordering pescription medications) they were used to being able to do in person or by phone (Marston

et al.,2019 see also Davidson & Schimmele, 20I®9}heir research on the technology barriers faced by
excluded groups in Wales, Taylor and Packham (2016) de$wmib service users experienced mounting

cycles of anxiety as they worried that their lack of skill in using new government service portals would

cause their benefits to be cut oth Ukbased interviews, Harris (2019) observed that those forced to

engagen digitized benefits claims process experienced anxiety, social exclusion, and emotional.distress
One interviewee who waexperiencingnomelessessstated:

L FAYR YeaStT dzyRSNI AYYSyaS LINBaadaNBE (G2 dzasS O
YouenduF SSt Ay3a a20Alfte RSGFOKSR FNRY az20ASde X
lff @2dzNJ f AFTS @2dz2QNB aLISF1Ay3a 2yS fFy3dz2 3sS |y

(cited in Harris, 2019, 4.4

Digital Design, Digital Content, and Harm

A final set of barrierfo digital technology use, experience, and skill developmelattes to online

content, design and the potential for harmPeople are unlikely to use resources that cause frustration
discomfort,; Y Rk 2 NJ g KA OK R 2 yChei (200 Bdestribéd o, avdlif o Se&ehavith a
disabilityis weltequipped with respect to technology, their engagements with online resources may still
be limited by an absence of accessible features on websites and apps. For instance, those with visual
impairments may regf on screen readeechnologies but few sites include this feature and not all sites
are compatible with external screen reader software. Further, while graphic content may be helpful for
some users with language and/or literacy challenges, screen readeften unable to interpret
AYIE3Sa (KI G R20yXHIG éhagedf Eeetistion oy captidn fWeb content accessibility

best practices include enabling all navigation to occur via a keyboard (versus mouse), avoiding flashing
content, avoidingcAPTCHA verification, using etisyead fonts and colour schemes, and providing
navigational cueHowever, many sites do not adopt these practices (Chen, 28%7)discuss further
below (p.100), anotherstudy that surveyed the websites of over 200 Hispaio/ing educational
institutions in the US found that the average institutional website landing page includeelrrts

that violated Web Content Accessibility Guidelines (WCAQ)raylor & Burnett, 2019)

Limited choice of deviceanintersect with design issude cause additional barrierseduced manual
dexterity or vision difficulties (due to, e.g., agingadis)abilityy can make it difGult to use the small

buttons and screens found on most mobile phor@éken (2017) found thatlder users often prefeed

using tablets versus phones for this reas@nother study found that both seniors, and less experienced
users preferred to learn digil skills on computers, versus on phones (Robotham et al., 20bGhe

other hand many lowesincome users do not have access to computers and thus access the internet by
smartphone onlyAs | discusabove(p. 26) and in the following sectionghis can pose significant
limitations for online activities that require additional functionality.
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Otherissuda SYSNHS 6KSy airidsSa FINB y2id O2YLI GA6fS 6AGK |
users have the latest technology and interruptadh-speedinternet. Based on their research with

excluded groups in Wales, Taylor and Packham highlight suggestairdigital tools be designed to

work with the older technology that is often used by liweome service users (2016, p. 48hen (2017)

describes howural internet users who experienced frequent instability and/or disruption to their

internet connectiorbecame frustrated when these disruptions caused them to lose information entered

via online forms. Design features that allowed for offline fdiiing (e.g. via downloadable word or pdf
documents)wvere more accessible téhose without stable connection&hen, 2017).

Additionaldesign issues relate to user experiend@sviews of literature on the use of health /

telehealth technology by older adults (Ries et al., 2016) and in Indigenous comm(ioties et al.,

2017) KA IKE ATKG aSIFasS 27 dmedhwhilddificult or hBrven®nf techrfolaggd T I Ol 2
a keybarrierfor older usergRieset al., 2016 { A YA f I NJ A & a dzSa (2089kdy B LJ2 NIl SR
postsecondanRA &G yOS f SI Ny Ay 3Id L wonsuk&s/icondplaided aboutthe NBE a S NO
complicated hon-intuitive structure of some government websitébhe information they needed was

622 KINR (G2 FTAYR [ YyRKk2NJ 0dZNASR aiG22 RSSLXE 2y (GKS

Textheavy content (common to many sites) and complicated language can pose significant barriers to

those with literacy challenges and for people who speak languages other than E&gligthe 2019

argues that it is not possibletoRS lj dz 1 St & 02y OSA @S 2F aRAIAGIE € AGSHT
significance of print literacy skisich ageading, writing, andext analysis] A { S6A &Sz . I dzy Si |
(2012)research on @jital technologies and determinants of health emphasizes shahfoundational

fAGSNI O aiAftfta FNB 1S@ Ay RSGSNXYAYyAYy3TI LIS2LX SaQ |

Severabther health sector studiefikewisehighlighthow the unavailability of content in languages

other than English is @onsiderablebarrier for some peopldn their largescale survey analysis of the

online healthseeking practices of Hispanic residents of ailogome neighbourhood in Manhattan,

Bjarnadottir et al. (2016pound that Spaniskas a preferred language was negatively associated with

seeking out health information online. Nguyenetsfi oHnamT O fF NHS aOl S adz2NBSe
alsofound that racial and ethnic minorities were among those groups who were significarttliidely

to have access to and to use the internet to find health informatinrihat study English proficiency,

along with increased education, were positively associated with seeking out health information online.
Similarly, in their analysis of a larQy.S. populatiorased surveyMassey, Langellier, Sentell et al.

(2016)found that Hispanic foreigborn individuals were least likely of all U.&d foreignborn groups

to use the internet as a first source for heaittiormation. Importantly, these authors note that while

both foreignborn nativity and language preference were significant predictors of heaigking

LINI OGAOSaz a4l R2adzaldYSyid F2NJ £ y3ada 38 LINBFSNByOS SE
seeking between the Hispanic foreign2 NJ/ LJ2 Lddzf | G A 2 y (2036R. 1908 Gfoshy & LIS 2 LX S €
I £ sbr@l@rsurvey ofOntario seniors, 45% of immigrant respondents cited language issues as a barrier

to going online. This numberéven higher for respondents who indicated that they had been in Canada

for between 620 years, with 71% of this group citing language issues as the reason they do not use the
internet (Crosby et al., 2018FChen (2017) emphasizes how, because the vastniyapf online content

is in English, those with less English language proficiendpdaaccess tmformation about important

rights and servicesuch asopportunities for redress through tribunal process€fien also found that

around one fifth of ewcomers to Australialsodid not read or write in their native language, creating

further challenges with respect to interpreting teleavy sites.
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In BC, Smythe has discussed languagekay laarrier with respect to accessing crucial health

information during theCOVIB19 pandemic. Whild KS ./ / SY (i NB TCOMBIS A4Sl asS / 2\
resources have been translated ifBimplified and Traditional Chinese, Punjabi, Farsi, English and

C NB y O Ky&e faniNdS @anddowage front line essential workers also speak Arabic, Amharic,

¢F3Irf23s +£+ASGYylFYSAS YR {LIYAAK YR GKS& YlI& 2N Y
9). Lack of content in languages other than English is made more prabitegivenreduced access to

social networksvho can assist with translatiai®mythe, 2020)

In addition to immigrantmigrant, and/or newcomer groups, others for whdamguage may be a

barrier includeofficial language minority groups amdigenougpeople(Chen, 2017; O'Donnell et al.

2016; Statistics Canada, 201Based on their work with northern and remote Indigenous communities,

members of the st Mile Consortium emphasize thdteé dominance oEnglisHanguage content

within online spacesan entailre-colonizing dynamics fdndigenous communitiesho are instead

striving to use and protedheir own languageévicMahon, 2020; O'Donnell et al., 201Bgaton et al.

found that work inthisarea KA 3 Kf A3Kida GKS AYLRNIIFIYyOS 2FX f20ftAl
community-specific needs to help maintain Indigenous control over their knowledge, language, and

O dzt (i(Bekitdnéet al., 2016, p. 27)

Online environments can also promote and enable various forms of prejudice ranging from subtle forms

of stereotyping to explicit manifestation$ bate. Among its educational resources for youth, Media

Smarts has produced materials that draw attention to how digital media representations often omit or

distort the stories and experiences of whole groups of peopieluding Indigenous people, people

with disabilities LGBTQ2SA#&Nd gender diverse people, people of colour, and religious groups: People

GAGK YSyGlrf KSFfOdK AaadzSa INB LER2NINIFe2SR a4 ONRYAY
report on crimes in racialized ways, and limit emge of Indigenous communities to topics such as

poverty and addictiofMedia Smarts, nd; see also Reedy, 201%urtherh Q52 yy St t S I f & K]
that much online content that represents Indigenous peoples furthers a colonizing agemp@sing

2 dzi A A RSNE @hichie NI RSB RESY G YR 202SO0AFe LYRAISYy2dz
@rtdzSa GKFd LYRAIASy26@&8. OdzZ GdzNBA dzLJK2f Ré O6Hnmc X LI

wSadl SG Ftd SYLKIFIaATS GKFG ol OO0Saa can@ntitvi&hly Ay 3 F dzt
fly3dzZ 3Saé¢ Aa 'y AYLR NI@YSip. B seedd Kiblgssan @ ., 2R0AA G £ S
Hadziristic, 2017; McMahon, 2020; O'Donnell et al., 2016f w S S R & QladiganowzBisiance A (i K

f SINYyAYy3I aiGdRSyiGas aYlyeée LINIAOALI yG&a Of SINIeée SEL
by the limited extent to which relevant Indigenous content and diverse perspectives were incorporated

Ay (0 KSARIDER 1BYIBSE studénts encountered content that reinforced stereotypes, or
GLINSBASYGISR 2yS LYRAISYy2dza LISNARLISOGAGS Fa AF Al NB
(2019 p. 140)In education and health sector research described by Re#i\g(and dneset al.

(2018), Indigenous participants stressed the centrality of relationships to their use of technology. In both
aSGGAY3AaT LI NIAOALIYGA 6SNB fSadaa AYyUGSN®rimégcSR Ay 2vYy
and build relationships with oths. Further, lased on her health sector research with Aboriginal women

in BC, Strm stresses:
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LG A& AYLERNIFYd F2N KSFHfGKOFNB LINPBARSNE | YR
services and information ensuring that care is safe, responsivereaognizes the
O2yGSEG 2F 62YSyQa tA@Sax /[ dz GdzNIF £ ySSRa yz2ia
dzi At AT FGA2Y 2F | KSIfGKOF @BL7,paBGSYPDD dzy (At O
Singh, Hayden, Ens et @017)and Bjarnadottir et ali2016) alseemphasize the importance of cultural
relevance and cultural utilitn their respective discussions ametuse of health information by people
of South AsianChineseand Hispanidescent.

Online mediaalso frequentlytake upbinary and highly problematic stereotypes of masculinity and

femininity, which both reflect and perpetuate gendeased discrimination, harassment, and violence

(see, e.g., Media Smarts, )l Media Smarts (ndb) alsohighlights connections between body

dissatisfaction, low selisteem, sekharm, andbullying which are connected to pervasive media cultures

of thinness and gendered beauty ideals as portrayed in online film and TV, advertising, music, and video
gamesHenwood and WyatRA 4 Odzaa K2 ¢ G3ISYRSNI AySljdz f A@iSa | yR |
spaces, demonstrating that even where women have equal access, possibilities for discrimination and

2 LILING a & A 22019 MR8 Syadi |/ 2 | Gbér Mjs@yyn@d@jéct (West Coast LEAF, nds

likewise drawrattention to diverse forms fosexist, racist, homophobic, transphobic, and otherwise

discriminatory forms of gendereghline hatred, harassment and abes

The 2018 ClUBund that across Canadap% ofinternet usergeported feeling like a victim of an

incident online. These ina@dts included identity fraud as well as harassment; bullying; misuse of

personal pictures, videos or other content; discrimination; and stali@vgtistics Canada, 2019c)

[ A1S6A&aSYT aSRAI {YINI&aQ unmdp NBaASFENDK gAGK /Yyl RA
prejudice at least sometimes while they were online. Amb@BTQ2SAlbuth respondents, 25%

witnessed casual prejudice frequently, compared to 10% of youérall. Further, 100% of youth who

use Facebook reported seeing hate on their feed at some BitsorBoivin, 2019; see also

Pawliczuk, 202Q)

Other types of negativexperienceslso detract from online engagemen the 2018 CIU4,7% of
respondents experienced adverse effects from use of social networking platfainssincluded:

spending more time on the app than they meamt engaging in less physical activity; having trouble
concentrating; feeling envious, anxious, or depressed; having relationship issues; or feeling bullied or
harassedStatistics Canada, 2019) focus groups, young Canadianxpressed frustratiomboutthe
preponderance of poor content available online (including conspiracy theories and false information),
which made it difficult for them to learn in digital environmeri&eeves, McAleese, & BrissBoivin,

2020) The most recentliUSound that rearly a quarter (23%) of Canadian internet users chose to take
a break from, or decrease the time they spent the internet during the 12 months precedinget
survey(Statistics Canada, 2019a)

Key Themes:Opportunity and Diversity

¢Fr1Sy G23SGKSNE G662 ONRBIFR GKSYSA FNB LWL NBYydG Ay
f S@St ¢ RAIAGH T Rog@atienS & moti@honBoinDrt, anyg skiN is trucial By

highlight that these factors are best understood in terms of life circumstances and opporttunity

namely, issues of accesmd otherintersecting, classed, dynamics of advantage and disadganta
Asl have outlined above and 48eQ a-R S WIG K A Yy (i SNIIA S g-dsers, thd isdze OfSKQillsi S~ & F2 N

56



Achieving Digital Equity in Accessltsticeliterature Review: Promising Interventions

and knowledge shortages is notauseof nonuse, but rather aesult2 ¥ RAFFSNBYy i OA NDdzYa i
(2018, p. 168my emphasis).

Seconditis clear there exists a significant range in levels of experience, expressed interest, and comfort

in relation to internet useFurther,experience, expressed interest, awareness, emahfort vary
considerablybytypeof onlinetask] SSQa&8 ouHnmy 0 NB&SEFNOK AffdAGNI §Sa K
particular range of tasks they were comfortable in doing onlifier instance email, Facebook, research,

and reading the news. Lee obsedvthat respondents who only used the internet in limited or narrow

ways were often unsure of the other things they could be doing onlin@notherstudy examining US

A Y YA I NI y Gheddh teiinSlogidsfovebtimghao et al. (2019pund increased usef digital

techndogy for certain kinds of health practices (tracking personal health information and communicating

with doctors), but not for other kinds of practices (such as finding a healthcare providgr) wSSRe& Qa a i
with higher educatiorstudents engaged ianline learning, while all participants had at least basic

technology skills, theglsodescribedhow their comfort with differing activities varied. For instancaeeo

participant emphasized how their previous computer use did not necessarily mean that they wer
AYYSRAFGSt& O2YF2NIiloftS ylI@AaardAaya GKS aokz2z2fqQa O
grew up with computers but [the activities] werende f A YAGSRX &2dz 6SNB LI FeAy3
2dz 6SNBY Qi NBIffe& dzRdedy0Wpi142.y GKI G aSyasSé o0O0AGSR

5

Across Canada, large numbers of people say they go online to use email, or research and read

information, but far fewer go online visit government websites or book healthcare appointniigstss

Public Affairs, 2015; Statistics Canadd,Rf) Further, one recent poll found that, even though nine in

ten respondents indicated they use social media (primarily Facebook), they are not as active on these
platforms as might be assumed: while many read or viewed social media regularly glegstthin ten
actuallyshared or created conter(Pollara, 2019) & deS@b8dabove experience with many skill

and privacyrelated digital tasks variesonsiderablyseeFigure7, above p.41). These morespecific

assessments ainline activityillustrate important variations that may exist between different groups of
dzZaSNE 6K2 Yl & y2ySGiKSftSaa | fdé RSAONROGS GKSYaSft@Sa
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OoThird L e v Bigital Adoass/to Juistice

Various observersite an upswing in momentum in the field of digital legal technol¢spe, e.g., Currie,
2016; Smith, 2018, 2019; Sykes, Dickson, & Ewart, 2820onald et aldescribe a ongoingwave of
digital legal innovation wherein distinctions betwelegal information, legal advice, and legal resolution
are blurring.The same authors cite list of notable developments including

the [now discontinuedRechtwijzer (Roadmap to Justice) in the Netherlands,
the DoNotPay websita the UK and U fight parking ticketsand Civil
Resolution Tribunal in British Columbia, Canada, along with developments
such as online courts in the UK, and development of ODR to assist separating
couples in Australia (2019, p. 4)

In their discussion of digitéégal technologynnovation,Sykes et al. (202@ highlightthe various
J3dZA RSR LI Kglea FyR 2yfAyS NBazfdziAz2zy aSNWAOSa 27

In this contexibf rapid digitalisationresearch in the areas of public legal education and information is
increasingly concerned wittjuestions of digital access to justiddcDonald et al(2019) note that even

GKSNB GFANRGE YR aaSO2yR¢ fdid@8ivida Rivalingithefuse BfA A RS &
technology toeffectivelyresolve legal problemsis apparentln this sedbn, | draw on public legal

sector research to consider how the digital inequities discussed throughout this paper play out within

the specificities of addressing legal issues.

The Complexity and Inaccessibility of L egal Systems

AsL Q@S (i NRA SiRugliogt thi® epo@FSAeI AiiKF € G RAGARS&E I NB y23 oAyl
KFEgS 1 00Saa 2NJR2 y202 | yR .Gker h& ar@riutifacetetiBlivides { At £ SR
that play out intersecting and contespecific wayswhen it comes t@ccessing legal resources and

addressing legal problems, digital equity issues are compoundétebyanybarriers associated with

Westernlegal systemdn other words, certain qualities @fistice systemshemselvedunction as

barriers to accessingigital legal help.

Issues in Legal Help-Seeking: Complexity, Cost, Stress, Urgency and Confidence

Research in the areas of public legal education and informaidps to affirm what many who work

in communitybased and public legakrvicesontexts already knowegal systems areomplex and

they areinaccessibléo many peopleln a series of studies in the UK, Australia and elsewhieee, t

GSNY af S@dd ©OFaJ od36K dzaSR (2 RSAONAOGS | Nry3S 27
psychological, resource, and context@al O 2 N& GKIF G AYLI OG AYRAGARdZ f &aQ
(Currie, 2016; Denvir et al., 2018; McDonald et al., 2019; Wintersteiger,.284 §)cDonald et al.

describe, this range of factors impact whethmropleare able tod LIS NJaIgA tde$ have a legal

problem, apply law to their circumstances, access or obtain legal information and assistance as may

0S NBIdANBRE YR (F1S FLLNRBLNRFGS adGdSLA 2N I OGAz2y
Pleasence and Balmer (201%@ve emphasizethat this broader understanding of capability implies
substantivefreedom from an array of adverse life circumstances that stand imthee 2 F LJS2 LJX S&a Q
opportunities and choice§hed 2 2 NJ] Ay 3 [ S3 I f detelopdtbp Gorhuinity Legdl ( NX E ¢
Education Ontario (CLEO) buitdsboth legal capability and health literacy reseatalespecially
emphasizentersectingsystemic and structurdhctorst socialdeterminants thatA Y LJ- OG LIS2 L) S&a Q
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abilities to respond to legal problenfBrousalis & Mathews, 2016a, 2016b) this expanded

framework,/ [ 9h SYLIKI aAl S&a GKI Gt QSEI 6 NBANEEABERBiF28Yy3
SYG@ANRBYYSY( I y#168 plg)2 NIidzy A 1A Sac¢

Peopl QB ELISNASYOS 2F tS3Ft A&d4adsSa 2FiGSy 200dz2NB G0 Seé 2,
(Pleasence & Balmer, 2019b, p. 144hile early intervention can often prevent problems from
escalatingBrousalis & Mathews, 2016b; Currie, 2016xny people may not recognize that a given life

problem in fact has a legal dimensi{ffleasence & Balmer, 28l1) and/or they may not feel they know

their rights in a given situatiofBrousalis & Mathews, 20166urrie, 2016; Denvir et al., 2018) a 2014

survey of Canadians who had faced legal problems, the largest percentages of respondents (between
35%and63 alk AR (GKFGX 6KSY GKSANI LINPOofSY FANRG 2 00dzNN
their issue, understanding its seriousness, knowing where to go to obtain good information, knowing

what help they would need, and knowing enough to deslflently with the problem Currie,2016).
CLE@mphasizes that factors such as literacy; discomfort with digital and phone technology; lack of

familiarity with legal rightsresponsibilitiesand systems; stress; and stigma can all act as barriers to

re@ IyAT Ay3 £S8S31f O2YLRySyidia 2F AaadsSa yR aSS{1Ay3
F2NJ LIS2LX S G2 NBFOK 2dzi AT SYol NNJI & & Bousaks & K SA NJ LJ
Mathews, 2016b, p. 12YhroughoutBC Pivot Legabaiety has documented hopeople experiencing

deep povertyhomelessnessand who use substancgacewidespread stigmatizaon when they seek

to access services such as healthcare, income assistance and giBetanett & Larkin, 2018)

Based their review of legal needs surveys from around the wBlghsence and Balmdescribe that

between 1@6and 2@%60f people typically take no action to address legal probleims same authors

state thatwhile sometimes inaction is a weasonedcB A OSY NBaLRyRSyiaQ NBI az2ya
O2y@Se ljda tAGASa 2F LRoSNI SaaySaasz Rda201%zp. af I O1 2

143; see also Victoria Law Foundation, 209K S al YS | dzi K2NAR y 2GS GKIF G YI y¢@
uncertainty as to the most effective way of respondingto[legdNR2 6 f SYa ¢ GKI G YlIyeé 6K
may do so because theye unaware of other options or are worried about time, costs, repercussions,

or the (in)effectiveness of helf2019b, p. 143, citing Pleasence, 2006)Ontario focus groups with

Legal Aid clients, marparticipantsS ELINS a4 SR (KI 4 (KS& RAR y2fiid (y26 6K
accessible entry points to legal hg€Rublic Interest Strategy & Communications Inc., 2016)

In arecent survey of lowncome BC residents, while about one quarter of respomgisaught gal or

non-legal help for their issuabout threein-ten acted alone and about one third did not take any

action to resolve their issue (Sentis, 2020, p. ¥ihen asked why they had not taken action to

address a serious problem, the top three reasonseneot knowing what to do, believing it would be

too stressfuland thinking nothing could be don8imilarly, vaen asked why they had not soudkgal

assistanc&d 2 NJ | aSNA2dza LINRPOf SY>X (GKS (2L) NBFrazy 3IAGSYy ¢
bedo/ Sdé¢ hGKSN)I O2YY2y NBlFaz2ya ¢6SNB GKS 02adG 2F €S3l
believing it would be too stressfubéntis, 2020pp. 23-24). Similarly, recent consultations examining
LYRAIASYy2dza t S2L) SaQ | 00Saa G2 ./ Qa ldzyly wAa3akKaGa ¢
did not know that they could, or how to file a human rights compldimnther, over a quarter
GAYRAOIZQRaE K& &INTi 2 2 02 vy F(dmikerny, 302@ NI3E OSNB KSE YAy T €
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Thesecommonly reportedS E LISNA Sy O0Sa 2F dzy Fl YAt AL NAGIR26AGKBE I ¢
unsurprising given the technical, jargbeavy nature of legal processésgal processasan require a

range of advanced capabilities in official language literacy, oral and/or written communication skills,

numeracy, and the construction of argemis and evidence according to particular legal frameworks

and criteria(Brousalis & Mathews, 2016b; Walkem, 2020)some cases, evérained advocatesr
lawyershavestruggled to navigate overly technical legal requirements or lang(R@gkeman, 2011;

Walkem, 202Q)In Ontario focus groups with legal aid clients, one participant described giving up on a

claim because ain inaccessible leghIN2 OSaayY G KSNJ £ F yRft 2NR KFR Gl 1Sy I
NBGdz2NYySR wAilG8X ! FGSNI aSHFNOKAYy3I 2yfAyYyS YR RSGSN)YA
0SO0IYS 20SNBKSt YSR 0 & (PlbicIntetel Bti@t&gst & CompiRicaldngii., dzLJé
2016,p.3)[ A1 SsAaST 2 LYRYXASE yrRBEARZ N2 BFHREBCMen© OSaa (2
numerousLINE OSa a8 Yy R LINRPOSRdAzNI f A & atdd@digendus Paople@ NB I G SR 4 &
0 NA& y 3 A Y. Amol othéitMMrds the human rights complainprocess was described as overly

difficult, and confusing causing many claims to fail, not on merit, but basedioB I 4§ S SSLIA Yy 3é A a2
aswellagit § SOKYAOFIf AGASA | YR & i RaaReind2920,fp. 3R,¥.R6, hJBE OS R dzNJ f

Further,whilelegal8 8 6 SY& | NB a a Bivusalid & Mathdwbs, 308 aL1$ Nelkpert legal

help is prohibitively expensiv@rochuk et aldescribe how,n BC, chronic underfunding of legad ai

has meanthere are constraints on the number of hours lawyers can spend preparing for and

attending court puttingpeoplewho experiencenultiples disadvantageat risk of having to represent

themsdves Ay &2YS OFasSasz | 3 A ysaelProchék®t aR, R0RES Walkedh, RI2® Q& f | ¢
In BC Provincial Court, about 20% of participants in criminal court cases arad gaftticipants in

family court cases are unrepresent@danadian Bar Associati®@C Branch, 201 Mnternationally,

jdzZ G A0S aSO0G2NJ NBaASIFNDK O2YY2yfeé ARSYyGATASa | aadz
qualify for public legal assistance (such as representation or advice from a lawyer) but are unable to

afford private legal services (see, elgcDonald et al., 2019%elfrepresenteditigants make up a
considerableroportion of Family Law parties in BC cour{Salter& Thompson, 2017; see also Salyzyn,

Isaj, Pivaetal.,2017) HAamn &ad2NBSe 2y GKS aoOz2ada 2F 2dzadA 0S¢
across Canada spent an average of $6,100 addressing everyday legal pi@taleos, Currie, Aylwin

et al., 2016)Further,a 2015survey found the average legal fees for a t#day trial in Canada were

$31,330(Salter & Thompson, 2017, citing McKiernan, 20lrb)his context, note Saltend

Thompsonditisnot surprisingsomah LJIS2 LJX S F2NB3I2 NBaz2fdziazy 2F GKSA
RecentBCHRTonsultations with Indigenougeoplest ONRP &aa ./ ARSYGAFASR aftl O1
SALISOALFfte LYRAISy2dza I &S NRBRWalkend 2020, @438y AFTAOF yi |

Additional research in this area stresses that, when people do seek legal hglpy¢h@most commonly
doing so because they asdreadyfacing an immediatelegal issue. In a study prepared for Legal Aid
Ontario, researchers explained:

Adults tend to engage in solution/problepriented learning; they seek information
to solve problems they already have. They tend not to proactsedk information
intended to prepare them for situations in which they do not already find
themselves. They are looking for information they can apply to their situafioilic
Interest Strategy & Communications Inc., 2016, p. 5)
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Put another waymost people looking for legal resources are not looking for general information

G2dzad Ay Ol aSz¢ (KSe (Fomis McRofaldA2¢13\Whifezheike drdia feve dza i A Y
exceptions to this rul¢for instance irrelation to legaproblems such as wills and future planniing

most cases, people are looking for legal resources that apply to their curtaatish (Currie, 2016,

citing Lawler, 2012; Public Interest Strategy & Communications Inc.,. Z0i€aspectof legal help

seeking was echoed acommunityreviewof[ | . / Q& ! 02NAIAYIf [S3IILf ' AR 65
participants emphasized that users were typically searching for legal help online because they have a

legal issugoday (J Djwa, personal communicatiolovember27, 2018. Further, legal needs

research in Australia found that because peagtperiencing marginalizaticere more likely to face

multiple, intersecting problems, they may not be able to access information to help with the right

problem at the right timeThus the point at which marginalized people seek help is often later than

for more advantaged groud®8rousalis & Mathews, 20164, citing Pleasence et al., 20d4ing

about the BCHRT, Walkd2020)has documentedhow Indigenousculturalvalues that prioritize

repairing relationshipsas well as experiences whuma (linked to intergenerational Indian

Residential School or child welfare issyeslld prevent people from filing conmgihtsin accordance

with tribunal time limits

In addition to theurgent quality of many legal issyessearch on legal needs and access to justice
underscores thémportanceof stress as significandynamic of legal issug®Vintersteiger, 2015)

Regarch undertaken for Legal Aid Ontario found that-seffresentation in court was stressducing

for those who could not access representation by a lawyer; people worried about their ability to

navigate, comprehend and apply legal information in ordeeffectively represent themselves before a
judge(Public Interest Strategy & Communications Inc., 2(RE&asence and Balmer (201@®mhphaste

that legal issues are often tied to some of the harshest events in p@d@ies (such as workplace
harassment, eviction, family breakup, violence, or a job site injarg014 survey of Canadians with

legal problems found that about half (48%) hadl& NA Sy OSR G SEGNBYS &aiNBaa 2N
because ofheir issue (Currie, 2016,50 @ [ ! . / Q& NI @nSoyhé BriisiaBdn@@ardddof 2 &
found that 56% described their legal problem(s) as disruptive to daily life. Many respondents reported
adverse effects that resulted from their legal issuesludingemotional health issues (45%), financial

issues (43%), physical health issues (31%), employment issues (29%), safety / security / violence issues
(21%), drug or alcohol issues (16%) andeissuith children (13%) (Sentis, 2020, p.Flxther, as

Walkem has noted in relation to human rights in BC:

The experience of discrimination is inherently traumatic. Indigenous
respondents overwhelmingly described experiencing fear in response to
instanas of discrimination, fear of being accused of wrongdoing, not being
protected, not being believed, being judged, being told that the discrimination
did not matter, or retaliation(Walkem, 2020, p. 34)

Focus group participants in Ontario commonly described how at the point when they had

SyO2dzy i SNBR + £83Ff A&adsS FyR 6SRBlichBEl Ay3I KSE L
Strategy & Communications Inc., 2016, p.. 26) additional set of focus groups with PLEI providers
emphasized the same themes

/| tASyta 2FGSy R2y Qi NBI OKahighidégredaf sitrkss, G KS& | NB .
YR YlFye R2yQl (1y26 6KSNBE G2 3I2 F2N KSt LD ¢ KA.
backgrounds and income levels, according to several respondents. This audience
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was described as often intimidated, and lacked the confidence to pursue thei
cases, find solutions, or even report bad lawyers when they encounter them.
(Public Interest Strategy & Communications Inc., 2016, p. 32)

In Ukbased research with yog people who were not in education, employment or trainiRgasence,

Balmer and Hagll (2015)found that rates of mental iliness increased significantly for youth who also

faced legal issues such as those related to welfare. Rates of mental illness were even higher for those

gK2 FIOSR fS3If AaadzSa | yR ¢ S MjpeaiedtOdetefiofae asheéin2 f | (1 SR
legal issues emerged, especially in cases where youth were disadva(idgasence, Balmer, & Hagell,

2015) Writing about the civil justice system in BC, Salter and Thompson highlight how the adversarial
zerosumnature of court proceses2 FG Sy KIF @S RS@OlFadGrGAy3a 02y aSljdsSyO0S:
each othe, whether in familial, commercial, social, or neighbourhood comteltts thus not surprising

they state,that many people would prefer to avoid legal systems altoge{Saiter & Thompson, 2017).

Wintersteiger emphasizdhat feelings of confidence ahselfefficacy have significant impacts on

LIS2L) SaQ oAfAdGe (2 adz00SaaT decéntmigtamsaNdpacgleiht S A &
poor physicabr mental health facing greater challenges in this rega\ihtersteiger, 2015; see also

Victoria Law Foundation, 2019)intersteigeralso describes how levels of confidence decline

significantly with the onset of each new legalissproblems related to money, benefits, domestic

violence, care proceedings and clinical negligence especially impact confatehfeelings of
disempowermentDenviret al. drawon psychometri@pproaches talescribe how the kinds of

resources, capabiliA S& FyR O2yFTFARSYOS NBIljdZANBR (G2 | RRNBaa f

Ida™y

Higher general legal confidence (GLC) is expressed by male respondents, with
personal experience and the experience of friends and family also proving
influential in either résing or diminishing confidence depending on the
experience. Most tellingly, positive experiences with the law or legal processes
were associated with far higher confidence and negative experience significantly
lower scores. Legal sadfficacy (LEF) isgically lower amongst those reporting
illness orisabilityand amongst those without academic qualifications, whilst
Legal Anxiety (LAX) is higher in women, those reporting illnedisatsility, and

those without qualifications(2018, p. 20)

Denviretal.32 2y (2 RS&AONAROGS (KIG GKIFI@Ay3 az2ySz2yS G2 NB
a significant contributor to feeling able to address legal issues, with personal experience and the

experiences of friends and family beimgpiortant variables. Feeling able to address legal issues, note
theauthor& A& dadNRBy3Iteé fAY1SR (2 6KSGHIKSN $endSath Sy 0S4
al., 2018; see also Wintersteiger, 201B)e perceived accessibility and fairness of legal systems shapes
approaches to problem resolutioénviret al, 2018 as in the ases oBCrespondents who indicated

0KSe RARY QU &aSS{T KSf LI 0SSOI dzioSthought® & 2 @ KNNIHES B 2 Id2b Rdzid S
(see p59, above.

Legal Systemsand Systemic Injustice

Theseaspectof legal problems and leghklp-seeking begin to illustrate holggal problems are
embedded withinstructural andsystemic dynamics of disadvanta¢ggal problems often stem from
conditions of poverty and othéntersecting causes of oppression, aheir effects can produce further
problems, and further barriers to seeking help. Citing a range of international studies, Pleasence
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Balmer underscore thdegal problems and their consequences do not fall equally; socioeconomic
FIOU2RR O2NB td@ Ay RSGSNY 20y A 142)RiBumItanc@SsuchbiNP2 6 f SY & €
unemployment, longerm iliness odisabilityput people at increased risk of problem experience.

G { 2 OA IdiahtagedRéopld report more problems, more serious problems, and more negative
O2yaSl dzSy OS @013bN® MO; se& S¥érie & Moore, 2018; Wintersteiger, 2015)
Likewise, Currie (2016) draws on a 2014 survey of Canadians who had faced legal prohtamthat
longstanding disadvantage (e.g., due to unemployment and dabt)issues such aamily breakup
putpeofd S G NAR&]l 2F FFrOAYy3a FRRAGAZ2YyLFE fS3rt Aa
problems appearstoreateY 2 YSy (idzy X 2NJ  RRAGA GBS SFFSOGzI¢ 4
exacerbate others (2016, @3)® t f SFaSyO0S |yR . FfYSNI 20aSNBS
fS3Irft LINRBoOofSYa Oly O2yiNR@MApS143)2 GAOA2dza Oe Of Sa 2

Such dynamics are documented in a range of commibdged studies that offer insight into the

experience®f peoplefor whom thejusticesystemis either inaccessible or detrimentakenske and

Froese (2017¢mphasize that access to justice barriers paeticularly faced by people living in poverty,

Indigenous peoplenewcomers to Canada, people with health conditions or disabilities, precarious

workers, people living in rural or remote areasd survivors of family violendeegal issues often entail

ey 3 3SYSyia OKIFNIOGSNAT SR o6& GSEGNBYS LRSSNI AYOL I
workers and/or ministry representatives, landlords, judges, and p{Bceusalis & Mathews, 2016b, p.

12). In recent communitybased research undertaken by West Coast LEiAlBgueparticipants

described how legal processes caused repeated trauma, dehumanization, amat dégultin a sense of
closure. They 2 AYG SR (2 G@o6ARSALINBIFIR RAAONAYAYLF(GAZ2Y Ay {(KS
0N ya ARSylGAGeY LYRAIASYySAGesz Of I a&rochGkaefall 808G > € | y 3
p. 7) In earlier research, advocategscribed how Aboriginal women who had experienced

criminalization were often hesitant to seek legal support for fear of further victimization through court
proceedinggRahman, 2011)heCanadian Mental Health Association lasodescribed how people

with mental health and substance uselated illnesses are often criminalized for health or poverty

NBfFGSR NBlFaz2zyas fSFRAyYy3 (02 KIFNXTdAd OlayrdSljdzsSyoSay
stigma, exclusion and discrimination as they try to access supportive housing and regular health

services. The lack of system coordination leads to acute financial and health crises for many that are

I @2 A RIENMHABC 2018p. 5)

Negative encounters resulting in distrust of police are commonly cited as a baraecéssingustice

The recent release of decade2 y 3 RI (G 2y *yO2dz@SNJt2f A0S aLRfAOS
these activities disproportionateipvolve Indigenous and Black people, reflecting experiences of being
G20SNJ L2f AOSR | YR dzy RS NJ(MaxR, 2088 qutiRgDodhey) IndigeSouse dza G A O S
and Black people are significantly overrepresented in Canadian prisons. In its Gladue @gtlision

{dZLINBYS /2dNLI 2F /FyIRF O1y26f SRISR GKS tAyl o8
discrimination in the criminatigd G A OS &d@a G SY$¢ Ol Furth@ase®Bntdeiy al T dzZNE W n
experiences with police and the justice system, women survivors of sexual desaediescribed deep

21n its 1999 R. v. Gladue decision, the Supreme Court afd2ariarified a series of considerations, commonly
NEFSNNBR G2 I a aDflRdzS wAaKGEAE AY GKAOK aASyiaSyOAay3a F2NJ
systemic and intergenerational impacts of colonization, racism, and cultural genocide, as Weligenous legal
traditions such as restorative justi¢gee Aboriginal Legal Aid in BC, nd; "R. v. Gladue,".1999)
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YA&ZIAGAYIA 02dzi GKS aeadsSyQa LINB2dzikea GByars Ay aSyaa
judges, and other justice system personnel; and a range of negative impacts associated with reporting

their assaul(Prochuk, 2018) NB OSy G y Il GA 2yl f &adz2NBSe KlFa R20dzySyi
and the legal system among racialized trans and-pioary people, as demonstrated by anticipated

discrimination, avoidance, undeeporting of violence, and apparent undezcognitionof transphobic

KIFEGS QohmY\8sbdrang, Dhaliwal et al., 2020, p. B)Pivot Legal Societgport on the

pervasive stigma experienced by people who use substanceseaxpiéziencig homelessness and deep
povertyhasdocumented how policing and courINI OG A OSa 6 LJ NI A Odzf F NI & GKS A
O2yRAGAZ2Y a0 FlLAE (2 |01y26ft S RAEBSSInstkas, s@RpraciiceSEA (A Sa
put people at risk of ftther criminal sanction, and act as barriers to seeking help:

Across the province, participants shared their experiences with harassment,
displacement, threats, racism, and violence at the hands of police and policing
institutions... Across all policmjurisdictions, we found that participants share an
extreme distrust of police, and are reluctant to call upon them when their safety is
at risk or when they are a victim of a crinfBennett & Lakin, 2018, p. 5)

ThepowerfulSEOf dzaA2y I NB STFFSOGa 2F aeaiSYAO RAAONAYAYL (
consultation on access to the BCHRT. During consultations, Walkem found that because of pervasive
experiences of racism and the facttha LY RA3Sy2dza t S2LJ SaQ KdzYly NRARIKIG A
Goe GKS adrdsS 2N oe GKS I @SNI Jthe najorifyloRmdigeyicdus 0 OA (G SR
respondentsvho had experienced discriminatiahd not file complaints

People cited the MIWG2S Inquiry, overrepresentation of Indigenous Peoples in

the criminal justice and child welfare systems, and cases like Colten Bqushie

where an Indigenous youth was killed but there were no legal repercussions to

the person who killed him as reason they did not file complaints with the BCHRT.
(Walkem, 2020, p. 11)

Finally, consideratioof these systemibarriersrequiresrecognizing the fundamental properties of

Canadiaraw asa product andnstrument of colonialismAs Walkem describes, the current way in which
KdzYl'y NAIKGA NBE RSFAYSR FYR LINRPGSOGSR R2Sa y2i N
whichbelod (2 tS2LX S&d4¢ FyR R2Sa y2G | RSljdzr 6St& I RRNBa
Indigenous people, which extend beyond the current protected grounds (of, e.g., race, colour, ancestry or
religion)(Walkem, 2020, p. 7Further,Canadian policing anddal systems have beamtegral tocolonial

effortsto extinguish the cultures and sovereignty of Indigenous peophas have had their own legal

systems for thousands upon thousands of ye@msuth and Reconciliation Commission of Canada, 2015;

see also YoaiMaxwell, 2019)To have legitimacy with Indigenous Peoples, notes Walkem, legal systems
GOFyy2i FdNIKSNI G§KS RSY ALl Walkeyi,R026 p.@4) dza A2y 2F LYRA3

Locating and Accessing Digital Legal Resources

When it comes to acceisg) digital legal resources, the complexity and inaccessibility of legal systems
canintersect withconditions ofdigital exclusion to exacerbatieseinequities in access to justicn

one hand legal needs research in Canada and internationayshawn a steady increase in online legal
help-seeking over timgDenvir et al., 2018; Denvir et al., 2014; Pleasence & Balmer, 2019b; Sentis, 2020;
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Tan, 2013)Further,2010-2012 surveys in England and Wdiasnd use of the internet was correlated
with knowledge acquisition and increased use of serviPésasence, Balmer, & Denvir, 2015)

However the proportion of people who seek legal help onliremairsrelativelysmall and recent

Canadiansurveys dz33Sada GKIG Foz2dzi + GKANR 2F (GK2aS 6K2 R
information dNJ K S LJ { K S 2lRa\eB14stindegol Canadlansfvahiditifaced legal problems,

about33% said they attempted to use the internet to resolve the problem (Currie, 2016). Of those who

did, over 406said the material they found was not helpful. When asked to describe what they found,
aboutonethirdd AR ay 20 KAy 3 @SNE dza S Gghmbizations thét MighuGe)aTi2 dzy R Ay
problema 2 f Ay 3 (22t a o/ dzZNNAX S I low-incameBdtishLCglunibibns,/of®@ NB OSy i
12%o0f respondents who souglégalassistance (instead of taking no action or dealing with the issue on

their own), 25% turned to online sources, and tilirds of those found those online sources useful. Of

the 13%of respondents who sougmon-legalassistance, &%turned to online sources, and twihirds

found them usefu(Sentis, 2020)Additionally rates of online hekseeking can vary by type of legal

problem (Wintersteiger, 2015).

Further, research in ik areasuggess that those who do seek help onlirsge more likely to be those

who are already advantaged in terms of technology access, comfort an@s#ilvhose circumstances

enable them to feel confident in their ability to navigate legal systdfehoing the trends already

apparent in the digital equity literaturehose writing aboutccess tqusticehave highlighted that

seniors, people with less formal educatidngdigenous and noindigenous residents of rural and

remote communities, anthosewithout home internetdisproportionately face barriers tlocatinglegal

help online(Denvir et al., 2014; Pleasence & Balmer, 2019b; Pleasence, Balmer, & Denvir, 2015; Public
Interest Strategy & Comunications Inc., 2016; Walkem, 202B)arecent assessment of data on digital
accesand skillini KS 02y (i SElG dydefduk@urt'reio@si DeRvireHal. (2018) found that
unemployment, fewer educational qualificatis,low-income social housing tenure, and lack of

dependent children were all associated with higher levels of digital exclusi@C, popup user surveys
O2yRdzOGSR 2y GKS ae[l¢./ | yR (KS webskeSiduidithat 2 A { A 0 2 2
respondentshad high levels of educatigBertrand & Paetsch, 2016; R.A. Malatest & Associates Ltd,

2019) In the brmer (MyLawBC) study, users were almost exclusively English spRicerMalatest &

Associates Ltd, 2019)ikewisepreliminary results fromarecent slldS & 2F dzaSNB 2F ./ Q&
Resolution Tribunal (CR3Yggesthat, relative to the general population of B§lrvey respondents

were highly educated, older, anahore likely to beborn in CanadéSykes et al., 2020)

Seniors a perhaps mosbften identified as the group that is the least likely to use the internet when

facing legal problem@envir et &, 2014; Public Interest Strategy & Communications Inc., 2016)

However, research in England and Wdtasd that, despite having comparatively high levels of

internet access and use, young people (age@4pBwerealsoless likely to use the internéd seek

f St KSEL GKIYy 20KSNI aRerik, Banef, & Pleaerg, 05Teisdree  3S O
studyfound that, relative to other age groups, both seniors and youthe less successful in finding

useful legal help when they did go onli(i2envir et al., 2011, 2014)

Awareness, Repertoire, and Confidence

Some researchuggessthat lack of awareness of online legal resources may be a key factor in
determiningrates of internet use for legal issueparticularly when helgg SS{1 Ay 3 A& Asicdzad Ay
have mentioned, ledaneeds surveys frequently indicate high levels of uncertainty about how to address
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legal issues, and where to go for helpgp, abové. In BC, this issue is perhaps exacerbated because

.1 Q& dzy A lj d2®hil¢the dther poBidégenNdo have one predominant provider of PLEI for

the public, the PLEI sector in BC is comprised of at least six organizations each with one or more kinds of
online resourceByrne, 2014)n 20186 KAt S | 62dzi T 2F ./ NBAARSyGa |
general,only 28% knew that LABC provided legal information services (suchhagegeand

publications) to all British Columbians regardless of income (8egitis, 2018afElsewhere, in UK

NEASEFNDOK gAlGK LIS2LX S aSS{Ay3a K2dzaAy3a FyR K2YStSaa
ability to access advice and information varied considerably according to their acaestaio key

resources such as (i) personal or professional networks, (i) familiarity with the local area, (iii) physical

OF LI oAt AGRZT Iy RO01S, p.@VIn thelsane studg soindoungef pdaple with no

knowledge of local services useddgle Maps on their smartphones to locate local organizations.

More broadly, additional researdhustrates howwhile people may routinely go online feome kinds

of tasks, it may not occur to them to go online for othdrsother words, people tend thave online
GNBLISNI2ANBazZé oKAOK QO NEB OO0O2NRAY3 (2 GKSANI RAIA
(see, e.g., Denvir et al., 2014; Lee, 2018/ 2@LQsurvey ointernet users in Canada found that

while lack of awareness of internet uses was not a leading barrier for online participation overall, it
appeared to be a barrier for some types of activitiést instance, icomparison withthe 84% of users
who knew about online bankinfgewer respondats were aware that you codi find trustworthy health
information online (68%), access government services (such as renewing a license) (689K haalth
care appointments (38%nline (Ipsos Public Affairs, 2016 similar dynanec was apparent in Crosley

I £ @ Q asurweysnwishyQntario senioré that study, seniors over the age of 80 most often did not see
a connection betweeseeking health information and going onlinékewise, \men surveyrespondents

in England and Wadavere asked where they would seek help in relation to a hypothetical legal
problem, the internet was rarely mentione@nly six percenbf respondents indicated they would seek
help online for a money disputéor divorce, onlyffour percentsuggested thénternet or a website
(Denviretal., 2018 y S| OK 2 F -ide.lehariceds INRegsA(30132018, 2020), it is worth
noting that respondents more commagnturned to the internet for nodegal, versus legal he(entis,
2020; Tan, 2013)This pattern may point tdifferences in the types aoksourcegeople expect to be

able to find online.

Further, lack of awareness of online resources is likely only one in a series of factors that influences

whether people are inaled to seek out help onlind. y° [ most/rekent legal needs surve8§4% of
NEaLR2yRSyila oK2 6AaKSR GKSBQR KIFIR Y2NB laaradalyos
either mighthavehelped (29%)or definitely would have helped (55%) the outcome of their legal issue

(Sentis, 2020However, in their summary of research on legal help seekagell and McDonald

emphasize that responses indicating lack of knowledge or awareness as a reasorskekiing help

are usually clustered with other reasanfor example, thabddressing the issugould be too stressful,

would take too longwould damage relationshipand/or would cost too mucli2015, pp. ). In other

words,lack of knowledge is rarely ¢honly issue.

In their discussion of selfelp legal resources, McDonald et al (20l8gwiseemphasize that knowing

where and how to search for relevant resources depends on a range ofthe® 3 € OF LI 6 A f A (& ¢
confidencerelated factorsFor instane, survey research in England and Wales founddhéhe

aSI NOKSNB KIFIR 3INBIFGSNI adzO0Saa ¢ KBlgaseiick, Balmet, ¥ S¢ (2 R
Denvir, 2015)Further, s McDonald et al. (201%uggest and alshave noted abovépp.59-62), agreat
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RSIf 2F NBaSINODK Ay GKS | 00Saa (2 2daAai3IDBAAISOEEL NI
relation to legahelp-seeking Put smply, taking action to resolve a legal issue requires that people

believe legal systems might offer a solution, and believe themselves to be capable of addressing th

issue As | havalescribed above (62),F SSt Ay3 1 6fS (G2 | RRNBa#w fS3IIf Aaa
GKSOGKSNI 2y SQa LISNB2YFES FEYATAFES FYRk2N O2YYdzyAld
or negative(Denvir et al., 2018, p. 20Fonsequentlyresearch in this area illustrates that individuals and
communities who have faced systemic and structural discrimination in their interactions with the legal

systent especiallythose who are Black, Indigenous and people of col@aent immigrantsyouth;

gender diverse peopjend people who are poorwere much less likely to express confidence that the

legal system could help the@@rousalis & Mathews, 2016b; Prochuk, 2018; Prochuk et al., 2020; Public

Interest Strategy & Communications Inc., 2016; Walkem, 2@2@)ple with less formadducation;

people with stressor trauma- relatedissuesthose withmentalhealthissuesand seniors have also

been found to expresatk ofconfidence in addressing legal iss@Bsousalis & Mathews, 2016b; Public

Interest Strategy & Communications Inc., 2016; Ries et al., 2016; Victoria Law Foundatiorin2019)
relationtoths,A G Q& | £ 42 ¢ 2 NJIskeptigistniabdoyt fhe effdctivénesa of legal/system

appeardfairly widespreadly” [ ! . / CsarveNd IOvnyoine BC residents, fewer than half

respondents agreed that the laws and justice system in Canadian society are essentially fair (49%), and
GKIFG ./ Qa 2dzaidAaA0S aeéalphdems @2y EaB@0, p.9)S | G NBaz2f oAy
I & L Q@ 8rthef Batri&soonlifehelp seeking NS LI2ASR o6& (GKS fS3alf aeais
and inaccessible concepts, languages, and proc€psé8, above. Given that legal systems are

GRS&AIY SR (BrausdlisEBaiSend) 20266, p.Apny peopldikelyR2 y Qi SELISOG (G2 o
to understand or use the legal information that they fifddcDonald et al., 2019; Public Interest

Strategy & Communications Inc., 2018)s likely, note McDonald etal ¢ 0 Kl & (K2a$8S $6K2 R?2
[self-help resources] will be helpful to them do noteventrytooiftai 2 NJ dzA S G KSY®¢ Ly KA
information and especially sef St LJ NB &2 dzNDOS&a aYl & 2dzad y24d 0SS W2y
potentialyK St LJ¥ oOoHAM®PE LIP mMpO

Online Searches

For those who are able and inclined to search for legal resoardése, an important variable to

consider relates to the universe of legal information available onthe intébnet & . 8 Ny S Kl a y 21
sheer volume of publicly available legal information on the web and elsewhere makes it difficult for the
usertoassea & G KIFG A& NBfAlFO6f ST O4zEaBsyrvey rasddrch flein Edghidd (i | G A O
andWalestdzZ33Sada A0Qa RAFFAOAzZ G (2 LINA2NRGATS | yRk2N
researchY2 a4 NBALRYRSY(Ga RAReGIHIK SNEMS SN direl  RARINBaral G
Instead, h y&@ NBLRZ2 NISR GKI G aD22 3f. Bhis findihgalsahigi8ightsthd y & A G S
crucial role played by search engir{@easence, Balmer, & Denvir, 2015)

In this context, additional research has drawn attention to the role of online algosgtand thevays

that search engines (most commonly Google) produce redftparticular relevance is one recdug
basedstudy by Hagan and Li (2020) which audited the quality of Google search results in response to
gueries about common legal problenis.this study, the authors used a series of common legal issue
gueries (generated by neaxpert participants in response to problem scenarios) and thsed these
gueries to rursearches from several different U.S. jurisdictions. The study findingsatkistrious

ways in which search engine results are structured in accordance with private aobfibiinterests to
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GKS RSGNAYSYG 2F dzaSNAR NBldZANARYy3I I O0SaarotsS fS3lf
webpages were overwhelmingly commexicsites that delivered short, generalized information which

was not jurisdictionally relevant or actionabitethe sense of offering specific content about what the

law says, what steps to take, what processes and timelines to expect, and how to firhdee low-

cost legal services. Instead, these pages were designed to advertise and refer visitors to commercial
services related to the issuGovernment and public interest legal sites in general performed very

poorly in search results for all topicsapfrom domestic violencedowever, @endomestic violence

qgueries commonly returned results that included commercial lifestyle web pages (e.g., about improving
relationships.}urther, while search engine advertisements were targeted to the jurisdiftion which

the search was conducted, the search engine results often included pages from other jurisditteons
exception to this was in situations where queraguallyincluded the name of a jurisdiction (e.g. a city

or state.) In addition to thesesdses, the authors describe additional searekated problems observed

by helping professionalsncluding: feefor-servicethird parties posing as government agenciasd
inappropriate, noractionable, results generated for urgent or emergency legahasidns (such as those
involving restraining orders, family violence, or evictifiiagan & Li, 2020)

Onennmdp NBOASG 2F [ ! alsoriyblights&Hallemges/relating o tsdaici@bilityof

online resourcesThe studyfound that when searchers found the siteither by using a search engine

orviaalink from arelatedsied G KS& NXBI f f & f A1 ®aR nolappdatingh Baeck FSNE (1 KS
results rarely reaching the first page, let alone the top five pagiiesults One issue was thdhe

aAiSQa Lzt AOFGA2ya ¢SNB | (Wahdah & Djay200pnis e 6f (2 D22
evaluation researcand learnings enabling_ABC to improve thé R A & O 2 @& Keldigital todlsi & ¢

Given theseexamplesit is not surprising that the literature on legal hedpeking points to experiences

of information overload and/or overwhelm on the part of those who do seek legiglonline. Thelarge

volume of information, and the oftemixed results generatd by search engines can prodigignificant
uncertaintyabout whichonline resourcés most relevant and accuratleNB f | G A2y (G2 GKS &S|
specific legal issue and situati@@rowe, Field, Toohey et al., 2019; Public Interest Strategy &

Communications Inc., 2016; Wintersteiger, 2088 in Hagaand[ A Q& oO0HnuHnv addzRez GKS
area frequently points to the issue of jurisdictional relevance wherein searchers end up browsing legal
AYF2NXNIEGAZ2Y FNRY 20KSNJ 2dZNAARAOGAZ2Yy & o(Bying2 dzi NBI €
2014; Crowe et al., 2019; Denvir, 201@)rther, in her researchoéd 2 dzy 3 LJS2 L) SQ& dzaS 2 7F
for legal informationDenvir (2014)found that her study participantenhded to browse commercial,

versus government or public interest, sites, unless they were cued to think about the site prawider.

light ofthe issues discussed litaganand|[ A(ZDA0)audit, this latter finding may relate mor¢o the

tendencies of seatcengineghan to searchei gkeferences.

The technical and inaccessible nature of legal systems also presents a iéugiesearching online
Locating appropriate legal information requires more than digital skills in navigating web browsers and
search enginest alsorequires sufficient familiarity with legal terminology formulate search terms;
andinterpret, evaluate, and applgny information that is locate(Brousalis & Mathews, 2016b; Forell &
McDonald, 2015; Wintersteiger, 201B)enviret al. stress that

It is not difficult to find iflormation online but using this information is often highly
problematic. Use requires the ability to distinguish between reputable sources of
information, understand the significance of jurisdiction, have an awareness of legal
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processes, and to assess tgpropriate action to take. In other words, resolving a
problem online requires legal capability as much as digital capability (2018, p. 19).

In Crowe et aD @019)AustraliabasedNB & S| NOK 2y D223t Ay3IE F2NI £ Sl ¢
LJ- NJi A Gealch rgsiilta eant thahey had trouble navigating and making sense of the information

they found; they struggled to discern what was relevant, apply information to their situation, and

identify clear, actionable processes or next steps they couldttakesolve their issue& Sy A NDa a i dzR:
participantsused discussion boards asdught out stories from peers or social settings that seemed

similar to their issues, but in doing so they commonly looked at content that was inaccurate or did not

apply intheir circumstance¢Denvir, 2014, 20165imilar dynamics are reported in relation to seeking
KSIfGOGK AYyT2NYLI G A2D1) refegrcéh vighSndigehoyis woriiedzN X pidicity,

research participats emphasized that had sufficient comfort and experience in online environments to

be able to locate large quantities of health informati@md mostparticipants described several

methods they used tassess credibilitfHowever, some still worried they id know have sufficient

scientific and medical knowledge to understand and/or accurately assess all the information they found.

Ly O2yGSEGa 6KSNB LIS2LX S INB aSIHNOKAy3 aa2dad Ay i
data to spendn online sarches, the variable quality of search results can be especially problematic.
Denvir(2014, 2016jound thatthe young people in her study toaificiency and convenieneariented

approaches to searchinonline. They spent limited time on each site, and none went beyond the first

page of results generated by the search eng{nelzY Y NA T Ay 3 5 Hagad aenNXl deschibey RA y 3 &
K2g 5SY@BANDNRE e2dziK LI NIAOALI yday

used search engines as directories, to prégsa list of help options and important

facts to know. Most people were not browsing extensively, doing research with a
critical approach, or seeking out complex information. Rather, they were relying on
the search results pages to prioritize the righfoiimation and organizations to them,
so they could efficiently figure out what to do next. If search engines did not present
clear, apparently relevant, seemingly accurate information in and efficient way,
people tended to give up with the search for helpline. (Hagan & Li, 2020, p. 6,
paraphrasing Denvir, 26}

Similarly, earér survey research in England and Wales found that most people who looked for legal
help online spent relatively little time an hour or lesgPleasence, Balmer, & Denvir, 2015)

Impacts of Stress and Trauma

FinallyLJIS2 LXX SQa Fo0Af AGASA (2 0 zanKesignKicAly Hangpdlzd S 2yt Ay S
trauma, and bythe conditions of stress that frequently accompany legal problemsdbeee p.61).

In Ontariofocus groups:

Stress, anger, panic and frusti@at were most commonly used to describe the feeling

of looking for legal information, with two participants indicating that they

experienced suicidal thought$his level of hopelessness derived both from the

stress of the situation and the general feelihgt the system was not designed to

help them. Clients with little to no literacy or those who suffered from learning

disabilities indicated that these were compounding factors, though most participants
adzZ33SaGSR  O02YY2y &SyadsSR2yFa oASYA yr3 WRAFENBIKKSH (Y Sy
I RRNBaaAy3a (GKS tS3aFf LINRPofSY FTSSt Wg2NBRS GKIY
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expressed that they can feel vulnerable when stressed and are more likely to simply
agree to avoid confliaPublic Interest Strategy & Communications Inc., 2016, p. 30)

Thesame 2016 researchindertaken for Legal Aid Ontarimcludes a review of research on stress and

learning, describing hostress impacts peoflQa oA f Ade G2 FTAYRYI dzy RSNERGIF yF
to any problem they are facing or hopingto avaid{ ( BB §&2 (S (& &a 6 dz( 6&z2RINE 2 NJ A y 3
YSY2NEX FYR YI1Sa Al KPuUR SibkestSrategyO2Goyirdubicatiodsin. R2 G a Q
2016, p. 6): Reduced working memory increases the time required to prodessation andmakes it

harder to make inferences about the intended meaning of informatidre same authors describe how
stressalsoincreases distractibilityin part byincreasing the likelihood that users will focus their

attention on stressors and threats, versus on information that is more relevant to their concern. Further,
AGNBaa AYLIANB fSIFENYSNDa | 6Af Ale odroredhdmondithad SG 6 SSy
one task at oncéPublic Interest Strategy & Communications Inc., 2016 'y aSEGNBYS T2 N¥Y
trauma can also produce similar, often long lasting, learningjexinges(Perry, 2006)

[ S3Ft ! AlReratung fevieMdalfo@eétails how stress results in thduced ability to poblem-
solve.With reduced working memory, stressed learners more often resort to more complicated and
ineffective, often procesbased methods of problem solving rather than being able to rely on
information theyQ @S I £ NB .IF&ther dtr&s$ Wald&nR to undermine contextlependent
memory, which can help learners to recall informatlmased on environmental similaritieStudies with
both elderly and younger adults found that even anticipation of stress was enough to significantly
impact cognitivegperformance(Public Interest Strategy & Communications Inc., 2016)

In their review of the literaturePublic Interest Strategy & Communicatiaiso identify a series of

factors thatcancompound the effects of stress imé context of seeking legal resourcésr instance,

when resources are provided in the language in which a reader is not flueiEhe Ru®Kikya

memory is consumed with interpretationdecreasingbility to makeinferences and apply new
knowledge.The effects of stress are further compounded by neuroatypical conditinaed and/or

mental health issues, sgbierceptions of competence and effica@s well as expectations about the
outcome of a legal issudnxietyand ®If-R2 dzo & A Y LI OG O23ayAdA2Yy Ay aYdzOK
Those who doubt their ability to comprehend and apply the information before them will find their
g2NJ Ay3 YSY2NE Y2y 2 RblcinierdsRStratégy & Gommuniéagodsd @6, p.

8). In this way, the technical and inaccessible nature of legal systems is likely to present an even greater
barrier for those under stressind those whdave experienced trauma.

The sameesearchsuggestdiow thosewho have faced multiple hardgds, selfdoubt, and insecurity

(due to, e.g., anxiety, racismolonial traumaand/or systemic discriminatiQnface additional barriers
that heighten stress anoinpact their capacity to locate and use digital legal resouréagher, people
who have bea repeatedly denied access to welfare atidabilitybenefits were found to be more

likely to accept responsibility for legal issues when they weteat fault (Public Interest Strategy &
Communications Inc2016).Additional researclemphasizes how trauatic stress (whether past or
present) can cause conditions of persistent hy@ard/or hypo arousal. This can manifest, for

instance, as chronic anxiety, sensitivity to r@rbal cues, and reactivity; but also overwhelm,
apparent withdrawal, and hopelssess. The impacts of trauma can make it very difficult to respond to
guestions, begin tasks, consider alternative viewpoints, maintairesédiem, and engage in planning
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and decisiormaking(Perry, 2006; see also Walkem, 20Z)esethemes in tle literature were further
borne out in Ontario focus group discussion:

Those who discussed feeling stress explained they had difficulty remembering

information when asked about it later, and had difficulty applying it to their own

situation. Some also repted feeling a sense of anxiety in searching for information

online due to the large amount of materials. Two participants noted that they read

about possible negative outcomes associated with their legal problems, causing
KSAIKGSYSR | yEAMIRI &Y Ri KNG MWL QKSR GKSANI F 0Af
In the majority of cases, participants indicated that their stress was relieved to a

degree after having spoken to someone and accessing inform@ialic Interest

Strategy & Communications 1n@016,p. 30).

Legal oONavigationo

Given all these challenges, the research suggests that people are often looking for legal help in the form
of a service provider, advisor, or navigator who can help them understand legal processes, clarify their
options, and idetify next stepgCHRC, 2016; McDonald et al., 20P&ople turn to trusted personal

and community networks for help, and expect that community organizations should be able to refer
them to appropriate online or offline resourcds. Ontaro, Legal Aid clients describe having sought help
from libraries, family and friends, band offices, doctors, government services, food banks, settlement
agencies, community centres, Native FriendsBeptres,andlandlordtenant organizations. Seniors,

note the researchers, were nearly unanimous in their preferences for librdrigdhke same focus group
research, most participanteported seeking help iseveralplaces, anadnostg A a KSR (G KS@ QR 0SSy
referred to legal help earliePublic Interest Strategy &ommunications Inc2016).Likewise, in $rY Q a
(2017) éHealth research, Aboriginal women in a small BC city stated that they wanted more guidance
from healthcare providers; they suggested that healthcare providers could guide patients to appropriate
sites, and/or provide a package of materials that was tailored to their concerns and issues.

Further, legal helpseeking research suggests that even when people do go online to seek assistance, a
considerableminority are not seeking information or sdiklp resources about the problem itself but

are instead looking for a person or service who can prouvitgagce.In their research on legal help

seeking among seniors, Denvir et al. (2014) found that while younger age groups often saw the internet

as a means in itsalfthey went online to find information to resolve their problenolder users more

often used he internet as a means to an end. While using the internet for information remained the

most important strategy overall, older people appeared more inclined to use the internet as a

G & A 3y LI & dhatysdike a iefoarde through which itacate offlire services or help. For instance,
ASYA2NR 2F0Sy ¢Syid 2yftAyS G2 FTAYR aaz2yvySz2yS (2 az2N
2F I ROAOSZ¢ FYRk2N) 3SG O2y Gl OG0 RS Tésameiadthos LIS | &
suggest that prt of the reason seniors may see less need to use the internet in general is that they

already have alternative methods of meeting their signposting neexgh as through community

directories, family or friend@envir et al., 2014)

In their qualitative interviews with people seeking legal h€mwe et al. (2019pund that people were

often looking for facdo-face or phonebased helpLikewise, among Canadian respondents who sought
assistance for legal issues on the internet, while some found information or prebtéwing tools, about

oneinsb@ F AR G(KSe& f20F0SR a2 WNborg/ 2018)IniOnan6 focud gédups, YA IKG K
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many participants said that when they went online for legal help, they did not expect to understand the
AYF2NXYIFGAZ2Y (GKS@ FT2dzy RT Ay atditéke Bryuidar€es such@SB08 a SS{ Ay
phone number they could calP(blic Interest Strategy & Communications J20.16).

Researclon legal sethelp suggestshat many people look online at some point, but this is typically
only one strategy among manigor instance, earlier survey data from Australia suggests that self
help resources were only used for abou®26f legal problems and were rarely the only source of
help used (McDonald et al., 2019). Likewi3atario focus group participants describgulecing

i 2 3 S in&t&ialFrom many differenfonline and offling sourcegPublic Interest Strategy &
Communications Inc2016)

Invariousreports, participants describe that oa®-one help from a knowledgeable legal advisor

navigator lowerstress angrovides reassurance that they have the right information and are taking

the appropriate next steps for theirisste.l £ 1 SYQ& éHnuHn0 NBLR2NIL 2y LYyRA3S
justice through the BCHRT especially highlights th@itapce of access to trained legal help that is

culturally knowledgeable and culturally appropriat&eally through representation by an Indigenous

lawyer. Other esearch in this area suggests peogidenot necessarily distinguish between needing

Gt SIBAMOIER I YR af Siddnihg tHeyaFedtMacessanly2lgbking for formal legal

advice, butrather knowledgeablguidance and navigatioffublic Interest Strategy & Communications

Inc, 2016. In Ontario, interviews with PLEI providers suggeshed people often needed help filling

out forms orbeing connected with appropriate services or resources. In the same study, client focus

IANR dzLJa LI NI A Odz I NY @ SYLKIFIaAl SR GKS ySSR F2NJ 3dzA R}
participants describedne experience of having informatipa dziT G KA GGAy 3 | gLt & Ay |
what to do next It was at this pointhey wanted help identifying appropriate options and actions

(Public Interest Strategy & Communications |26.16).The importance of receing responsive,

effective help from someone knowledgeable about the legal system ih@hbghtedby Pleasence

FYR . FfYSNRAa | O002dzydi 2F GNBFSNNIE FlFaGAIdzSEY

When people seek help from an inappropriate source, it diminishes the likelihood

thattheywill32 2y (G2 20GFAY | LIINBLNARIFGS FAR® ¢KS LIKS
means that even those who receive a referral become progressively less likely to act

on a referral, the more times they are referred gRleasence & Balmer, 2019b, p.

143, after Pleasence, 2006)

In earlierresearch undertaken by West Coast LEa&Eess to ifperson services was found to be

extremely important for those with literacy issudarther, Indigenous women clientstrongly preferred

faceto-face services versus digital resources that felt impers@Rahman, 201;1see also CHRC, 2016)

Speaking about access to human rights justice for Indigenous wanreas Canadane roundtable

LI NI AOA LI yiG SELIX I A fre]Raviguand, 8ur pédplé GaBriitgdtraughlibis lpracgss

I f 2 (CABRC, 2014)ikewise] | NieJeadrd@participants who were experiencing homelessniesthe

UKEE LINBaaSR F & Of SHoNdcalINBIMINGRDEO S | FHRNIRTSIAGAANA 6 SR K A Y
periods to hear back from landlords or service providers to return calls and/or emails, and this

exacerbated feelings of anxiety and stre®<C |-t@f&ce conrmunications were therefore seen as a

Y2NBE AYYSRAFGS IyR NBEfAlOf S -BpIdANEsEmetHdy, Isdvigd OS¢ o1 |
providers emphasized that fage-face interactions were particularly crucial given the circumstances of
crisiswhichd G Sy I O02YLI YyASR NBIljdzSaita F2NI KStLIlY aiGKS §S¢
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aSSy @2dzy3 62YSY 6KSNB (KSAN gK MithSir adayfstofrécént a KI { Ay
Australian survey data, the Victoria Law Foundation dessiitoev people with serious mental health

issues were much more likely to view legal systems as inaccessible, and also far more likely to see a need

for professional legal help, irrespective of whether the problem in question was serious or minor

(Victoria Law Foundation, 2019)

Using Digital Legal Resources

l'a LQ@S RS HpOBHAr reldirly snalEtgiSally highly educatedgyoportion of people

appear to seelegal help online, and about a third of those who do go orile @ (1 KS&theRA Ry QG 3 S
kind of informatio or help theywere looking forln recent evaluatiosof [ ! . / yYD@wB@vebsite

some 6Q075% of respondents overall agreed the site was easy to use, that information was easy to
find, and that they were more knowledgeable after using the resource. Howenezach measure, a
substantle YA Y2 NRA G& FF OSR RAFFAOdZ GAS& Ay dzaAay3a GKI G2
2yS 2F (KS aAiSQa 3IdzZARSR LI Kgleas Fo2dzi wp: alAR
I 0 NRA 878 ¢ BI2ANIISES as gayt of the same project, while 53% said they found what they

GSNB f221Ay3 FT2NE 002> AagSNBYyQlh adi2NBPE h@SNIff3X &A
aA0SQa 3dzh RGrEm 18b td5% In Sofne oddedyskrsR A Ry Q (i ir issue fisRedyihile S

some just wanted to explore, and some opted for other resoufBes. Malatest & Associates Ltd,

2019) For those who faced challengex A G Qa RAFFAOdzZ G G2 alreée ogKSGEKSNI G
skill, the complexity of legal processes and jargon, site design, or some combination of the myriad

barriers describedhroughout this review

(et

Overal] authors working in theccess tgustice andegaltechnologysectors describe an absence of
data offering insights into the experiences of ugewsith studies such athe latter MyLawBC evaluation
being notableand highly valuablexceptiongSmith, 2019)Denviret al. (2018)state that there is little
specific data on how individuals use online legal services, and specifically, few duaiesening the
experiences of those using online coaystems Much of the commentary on ODR is provided by those
who create and/or implement those systems, rather than being rooted in the perspectives of users
(Sykes et al., 2020, citing Cambridge Byno Poject).

oDigital-onl y 6 Ser vi ckExslusieond Di git al

The research that is available offers some insight into lew@n when peopleanlocate and access

an appropriate digital legal resource, many of the same barriers | have already described can prevent
effective use of that resourc&®ecent Australian survey data illustrates widespread apprehension

with respect to engaging with legalstems online. In response to survey questions that asked

GKSOGKSNI NBaLRYRSYy(la g2dAZ R 06S O2YF2NIFo6fS aO2YYdzyA
GIA2Ay3 GKNRIzZAK | O2dz2NI OFasS SyidANBfte 2yfAySzTé Y2N
Gdzy O2YTF 2Nl b @S 8SIE dzyNORavhér2pbidiohab cbr@munication, October 7, 2020).

Writing in the context of court reforms in England and Wales, Detwt. (2018) draw together a

range of data to estimate thatomel15%to 20%of the population may lack thards of digital

I 00S&d4ar SELISNASYOS: yR aiAtta NBIdANBR (2 dzas$ (K
Denviret al.further describe how 2017 census survey trial in the Isle of Witgsted the idea that

audiencesould bepersuadedo take updigital modes of acceskthis werethe only option

provided Researchers found this was not the casmong those provided with an onlirenly
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response option, response rates peaked at 23%. In contrast, among those who were given the option
of a pger questionnaire, much higher response rates of 43% were recorded. This example suggests
that, while some people may adapt to online requirements, digital modes of access may increase
barriers to the point thabtherssimply opt out of participatioriDenvir et al., 2018)

Several documents provide S Af SR | 002dzy il a2 T kK2 A SAKADSA LIN2 SGBA
to legal or quaslegalprocesses becomingare stringent and/or complex, less supportive, and more

costly for usersHart (2017) recounts that, isurveys about the impacts of increased reliance on

technology in legal processes, while rural legal practitioners in Australia repmiftexhtages (in terms

of reduced travel time, improved efficiency, and improved access to information) they also stressed
disadvantagedFirst, the shift to digital filing was accompanied by stricter requirements that would be

difficult to meet without expetise. Other elements of the processes had shifted administrative work

from the service provider to the service user. Respondantsd thatwebsites were sometimes

poorly designed and/or not up to date. Some also descriimat instruction and/odack ofinstruction

aboutuse of digital tools, and inadequate administrative and tech support on the part of court staff

when practitioners called faechnicalkK S L) G KS& ¢gSNB (2t R GKIG GKS KSf |
adviceg¢ & dzOK G KI ¢ digiaktéchnblofyvias dediedl.FOthéridescribed a lack of

functionality due torural bandwidth restrictiongHart, 2017)[ A1 S6A &Sz ./t L!/ Q&4 hYodzR
complaint about systemic barriers to welfare access details problems related to the new digital
GAYGSANIHKWBIRIDYSSley a2Fldor NB aeadsSy AYLX SYSyGSR | a
system for administering social assistance benefits. Ministry workers required to use the new system
RSGIAT SR K2¢g G(KS ySg az2Fiaol NB OF dsadBR aAYySTFAOASYO
AYO2NNBOGKkAYO2YLX SGS Ay F2NNI (ABEFAC, DN 7zSY G S NNE NA
Preliminary resultsfromp @ { Sa SO Ff ®Qa addz2NIWSea gA0K dzaSNBR 2F ./
illustrate some satisfaction, but also themes of frustration, mistrust, and desire for helpo§¥ tho

had previous court experience, most thought the CRT was a better experience, and most said it was
SFAASNI 0KIy 32Ay3 (G2 O2dz2NI® |1 26SOSNE | fFNHS YAy?
SELISNASYOS onoz0Z 2N (33%)(Bkesktlalli 20202 MNdes ) dadtKet,in K 1 NR S NJ
their examination of judicial responsesdomestic violenceluring the pandemic in Canada, Koshan et

alRNI} ¢ [ GGSYHYRYAORY GKBINBEOSRAzNI £ O2YLX SEKeyie | 002 YL
barrier for women seeking protection from violen(021, p. 4)In Ontario, for instance, the transition

to online formats was accompanied by requiremetatsnclude a rangef additionalsupporting

materials as well as page limits and time limitacreasing bothdifficulty and cost for participant3.he

same authorgound that the judicial decisions they surveyed reflected little awareness of the

heightened risk of violendiat has beeroccurring during the pandemi&oshan et al., 2021)

{ KAFda Zywet &RAFWLINE I OKS & ( 2Zisioshdvie Espelillly Heeh RightghtedaF A (I LINI
problematicL y | I NNRA & Q ¢ Hpaoplepin theNJK avisolwaiidiielessdr Ginderhoused,

access to different types of devicesticeablyh YLJ- OG SR LIS2 L) SQa oAt AGe (2 Y
While most eavned smartphones, welfare forms were extremely difficult to complete by phone. Some
participants managed to complete their claims via community access computers, but these efforts were
hampered by limited opening hours, and lack of training and help.Jigeees also described having

chaotic lives that made it difficult to keep appointments and access computers regularly. In several
casespatrticipants reported that their lack of access to technology prevented them from meeting the

conditions of theiclam andO | dzA SR G KSY { 2Havisals@ndtedygénératigngl Sffe ctsé
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both participantsexperiencing homelessneaad support staff highlighted how the digitalization of
welfare benefits was having a disproportionate impact on older people.

Likewse,. / t L! / Q&4 HnmMp hYOodzRAIMERE 2y / Q& Y ¥R ZollyvieBalRrE f ORI 6 §
application system entailed significaaud discriminatory barriers for welfare applicantMany ofthese
applicantscould notafford phones, computers, or internediid not have stable housing; experiernte

health and(dis)abilityrelated challenges; and/or sjelanguages other than English. Tdrdineform

asledfor detailed information about income, assets, bank accounts, citizenship and immigration,

employment and housing historgndcurrent living arrangements, among other questipasd took

between 3690 minutes to complete evenwith all the necessary infaration on hand. One advocate

described how this onsizefits-I t £ 2y f Ay S (22f I LIISFNBR (42 06S RSaA1l
AAIAYATFAOLIYG FaasSiaé &adzOK GKIG GKS YlIe22NRiGe 2F GKS
2015, p. 23). Tdonline intake applicatiowasextremely lengthy involving over 90 screenseach of

whichhad tobe completed in full prior to moving to the next screen; further the online interfacdana

no mention of the availability of technical, substantive, or tratistasupport.Unsurprisinglyan online

satisfaction survey designed to gain client input about service delivery channels garnered a response

rate of only 2.2% (BCPIAC 2015).

In the same submission, complainarganizations stregsl that this digitalonly format entailed

significant barriers for applicants who were not comfortable or skilled in using digital technology, who
experienced intersecting issues related to age, language, literacy, health gdyability and lack of
access to technology:

many of those applying for assistance do not own or have regular access to a
computer, and those with a computer will not generally have internet access. This
means that those applicants will have to use a computer in a public place (such as a
library, community agency, or kiosk in a Ministry office) or borrow a friend or family
YSY0oSNDRa O2YLzi SN {2YS Llzof A0 O2YLlzi SNBRZ & dzO
limits on the length of time people can use them; further, we have heard that
applicants using compats in public libraries regularly ask library staff for assistance
with the application. The application process is timmasuming. Requiring it be done
online may mean lengthy delays for some people who do not have regular access to a
computer. Further, ame applicants are uncomfortable dealing with matters as

deeply personal and private as applying for income assistance on public computers
and in certain cases, that discomfort is directly related to (and exacerbated by) the

| LILJE AdSabifity (RGPIAC015,pp. 2122)

Likewise, Harris stresses thagial by default approaches rely on all sorts of problematic

assumptions namely that users have regular access to a computer, sufficient digital skill and

confidence to independently mange online clairting required literacy and information processing

OFLI oAfAGASAT GKS GAYS YR NBaz2dz2NODSa G2 F00Saa Lz
adzLILR2 NI G2 R2 Fff 27T HarAs019, p. 26J/Fiting gbout acdeds ® jlzbtiteNJ 0 I & A &
in BC during th&€OVIBL9 pandemic, Prochuk et al. describe how sudden shifts to phone and
videoconferencebasedlegal proceedingbave entailed a patchwork of platforms, unclear instructions,

and insufficient recourse for those excluded by technologicaidra: However, the same authors

SYLKIF&aAl S GKFdG ¢6KSy RAIAGIE (SOKyz2tz23& Aa | O00SaaAx
and services could increase accessibility for people with disabilities, people who lack transportation to
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attend court,and survivors of violence who feel greater safety when they can avoid being in the
LIK& aA Ol f LINB a PyochSk egal, 2020/ p..0)6 dza S NE

Task-specific Considerations

I & desc@b8d abovée.g., p45, 57), there is significantrange S @3 ®3 G2 LISNI GA2Yy [ f ¢ ¢
informationrelated2 NJ & & (0 tidital sRils Arepértoires, andapacitiesamong usersSufficient

access and skill for emailing, browsing or social media use does not equate to thetype

connectivity, convenient technology access, experience, and comfort that may be required for legal

tasks. Such tasks can be complex, unfamiliar, stressful, and/or technology intefaivwestance,

entailing lengthy applications and/or online formsasning, printing, and assembling documents; or

indexing, paginating and hyperlinking bundles of evidence (Benviret al,, 2018; Koshan et al.,

2021). Writing aboutthe move to online courts in thgK and Wales, Demvétal.d § NS &aayY G5A3IA0I €
exclusiam must be conceptualised as extending beyond ijnigrnet exclusion/capability, so as to

include exclusiofifrom] the software or hardware (such as scanning tools and PDF compilation

software) required to interact withan esd-SyY R RAIA G £ O2 dzNIhese §pesidB Y€ O H A MYy
accessory technologies and related skiitste the authors are not typically measad within

populationlevel measures of internet use (Dengtral, 2018).

Denviret al.draw on data from the Ukhat illustrate how effective use of online legal services

appeasto varyconsiderably by taskor one relatively simple taskuse of a prisn visit booking

systent 76% of those who bem the task completdit. Howeveri KS Y2 NB f S3rffe& O2 YL
L2 6SNI 2F FGG2NYySe aS NI ARDSer, cokplaion ratepforthed\dl @oMrtsit SGA 2y N
oacceleraéd possession service onlifeeached only 36% during theeriod under study (Denviet

al. 2018, p. 21)In anotherexample of those who visited government services related to Court fines,

56% obtained information from a website, yet only 36% of these users went on to complete their

transaction onlingDenviret al, 2018)[ A1 S6A &SI AY | I NNAEAQ NBaSINOK 2y
benefitsin the UK while older people were disproportionately impacted by digitizatssveral
younger, regular computer users also had difficulty usSIiy @S NY YSy G aArAdGdSad | I NNAa Yy

the Internet primarily for social media, while tasks such as uploading a CV and applying and searching
F2N) 22064 LINPQOSR OKIFffSyaay3aé ovHnmpZ LI mMndd

The data summarized by Deneiral.also illustrate variations in the proportions of people who seek

assistance with digital taskBor theonline census conducted in the Isle of Wigily five percent of

participants took up the offer of face-face assisted digital support at partnéarbries. However, in

the case ot Rural Payments online system, 37% made a request for assisted digital support when that
system shifted online. Denvét al.suggesii KS&4S RAFFSNBy OSa Yle& NBfFGIS (2
digital and other forms of capdbf A { & éet ahy B0$8y IS, Mk type of task involved, the barriers

faced by the audience to whom the resource is targetesiwell agsliza SriEv&tion to accomplish

that taskdespiteassociatectosts or barrierg¢Denvir et al., 2018).

Several stdies also highlightow the ability to complete certain online legal tasks can depend on the
technology available to users. Denetral. cite UK data showing that that browsing or appointment
booking services are more often acoedsia mobilephones whie more complex processes (e.qg.
lasting power of attorney, and employment tribunal services) are far more commonly accessed by
desktop. Even where completion of such activities by smartphone is possible, it may be extremely
costly (Denviet al, 2018). Baed on a survey of legal technoldgythe US Sandefur et al. likewise
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underscore that that some digital legal tools are quite data intensiveh that those with cephone
only internet access (more commonly people walv-income racialized people ahthose with less
formal education) may incur large data costs in using the f®dsidefur, Chang, Hyder et al., 2019)

Legal Complexity and Legal Capability

I 1Se GKSYS GGKFG SYSNBSa Ay GKA&A INBF Aa (K
not the same as legal capability and both form&df LI 6 Af A& N8B fA1Ste (2 oS N
navigate some kinds of legal resources and ser{Benviret al,, 2018 p. \). Inasynthesis of legal

capability research, CLE®scribes how, even if someone hagdficient access to digital techrogy

andhasy yI 3SR (2 RSGSNXYAYyS (KS aySEG aidSLEé¢ NBI da NBR
can requirea significant degree of legal knowledge and skill, includinginderstanding of specific

aspects of applicable laws, processes, and optiorganizationataskssuch as notdaking, record

keeping, and scheduling; and undertaking oral and written advo@mysalis & Mathews, 2016b)

Based on their survey of literature discussing the effectiveness of CLEI, Forell and McDonald note

0 K I { -roatiyie?lgfal tasks involving the exercise of substantial discretions are particutaditeti

toselfK St LJ AGNF 0S3IASEAE OnnmpI LI no

[e=tN
[N
A
(0]

RecentAustralian survey data enlisting Pleasence and Ba@019a)General Legal Confidence scale

illustrates how, consistent with other research in thisaredy5 & LI2 Yy RSy id NI NBf & SEKAOG
DSYSNIft [S3Lt [/ 2yFARSYOSI ¢ A G.4UndirfriSingy, lre3pidi#nts dvith NS LJ2 N.
KAIKSNI f S@Sta 2F RAIAGIE OFLIoAfAGE NBLR2NISR Y2NB
onf AySé¢ FyR G3a32Ay3a GKNRdIzZZK | O2dzNIi OFasS SyGaANBte 2
OF LI oAfAGEDd |1 26SOSNE &adzZNBSe FAYRAYy3Ia aAYRAOFIGSR ¢

OF LI 6Af Aleé SEK BaskdoBhise findingd\Bnd as2nyDBSAIRE PO H My O | y I f &
.FEYSN) 20aASNBSa GKIFG aO2YF2NI 6AGK LISNF2NXVAYy3I 2y

possesbothf SALf O2y FARSYOS FyR RAIAGIE OF LI 0 sdlejii & ®¢ ¢ K
on improved digital capability are unlikely to Bdequate on their own legal capability must also be

addressedN. Balmer, personal communication, October 7, 2020).

INnSkesetalQd O6HAHNU &iGdzRe SEF YAYAY 3 dziidh Ndbsha (OBNA Sy O0Sa A
some users found the onlingilbbunalto be much more convenient and cesffective.However,others

reported it was not user friendly or accessible, in part due to technical legal informatien. O

respondent stateddthe information abait the law was no where in ordinary language or

understandable. It was being in total darkness, attempting to find / provide clarity, with ambiguous

Nbz S& |yR LINRPOSaaSa (KIF{G QieyiaSykeyddl 22026igel19).3SR® b2
While digital legal services may not demand a greater degree of legal capability than offline services
(Denviretal> HAaMy 00X (GKS dzy FFEYATAFINRGE 2F 2yfAyS F2NXI G4
they seek to understand theirissdea I OSBAS6ANGT 9 al yOdzOKEZ HAamy T t dzof A
Communications Inc., 2018)Vriting in the context of digital by default court reforms in England and

Wales, Denviet al.(2018) underscore titthet S@St a 2F at SAFt OF LI O6ATAGEE N
online court systems are routinely underestimated in digital service assessrvridanald et al. note

AAYAT I NI OKFffSyasSa | LW NByd Ay KSIfGK pbBvidlér2 NJ NBas$s
assumptions about health literacy and comprehension are often incorrect, and that communication
FrAEdzZNBE A& F O2YY2yté OAGSR OFdzaS 27F |IRB&ENBS KSI f
also Sturm, 201)7Because of these issuessearchersavorking in this area suggesirther research is
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YSSRSR (2 o6SGGSNI dzyRSNAUGIYR aiKS NBflIliGA2yaKALI 0S8
AYGSNI OGAz2y oAGK GKS f I g¢ | yréuasing BothSodhs bf dapabifity ih y § S NI S
relation to using digital legal tools (N. Balmer, personal communication, October 7, 2020; see also

McDonald et al., 2019).

Some studies point to specific aspects of legal systems that pose difficiat those attemfing to

navigate legal issues. First, without formal training in the intricacies of legal processes, many struggle
with understanding these processes adéntifying next stepsin Fenskend Froea S (QC47)
Manitobabasedresearch one community legal edutar explained thaincreasng numbers of people
trying to navigate legal processes on their own had resulted is ohlhcreasing complexignd

increagd numbers of procedural questions. In focus groups conducted for Legal Aid Ontario, many
participants described how confusion about legal proseas a significant barriethey wanted more
practicaland procedural ifiormation ¢ for instance, aboutrials and court proceeding#n the same

study, ®f-NSLINB&ASYyiSR ftAGAIIYyGa RSAONAROSR y2i (y26Aiy3a b
understood the time, financial commitments, and complexity of the tasks that wouidvmdved. This
resulted in unnecessary levels of stress and anxiety which impacted their mental and physical health
(Public Interest Strategy & Communications Inc., 208&lyzyn et al. citan earlier Canadian study in
which selfrepresented litigants had difficulty determining which court forms were necessary to
complete(Salyzyn et al., 2017, citing Macfarlane, 2013)

The complexity of court formthemselveds also frequently cited as a barrier to engagement with legal

systemg whetheronline or offline. Surveys iBngland andValesfound thatof those involved in

divorce or dissolution proceedings who were involved in filing court papé#s received helmimaking

these filingsandonly 28% completed the proceedings independenBurther, just over half of those

who obtained help said they would have had difficulties completing the paperwork without assistance.

Even among those who completed the formsépdndently ad Y I £ £ y dzY 6o SNJ NB L2 NIi SR (K
2NJ a OSNE ¢ FRehak FOAsDdz G O05Sy @A NJ

In their study of court forms in Ontario, Salyzyn et al. (2017) examined four different legal forms related

to everyday issue®(g.,small claims, tenant rigs, divorce proceedingsnd noted a number of
NBEOdzZNNRAY 3 OKIffSy3aSa F2NJ dzaSNEY C2N¥a 2FGSy NBIj dzA
expert legal knowledge; infer the meaning of technical legal terms; and move between multiple

information soNXD S48 o60Ay Of dzZRAYy IS F2NJ SEF YL ST aStNOKAy3 2y
(2017, p. 4)CdzZNII KSNJ G KS F2N¥Ya 2Fi0Sy AyOfdzZRSR GRAAGNI OG2N
unclear termsand the instructional guides intended to assist usersompleting the formsvere

themselves a source of confusion due to being overly complex or incompieda.earlier study cited by

the same authorglivorcerelated forms were found to include difficult language and terminology, use
references to undefed terms, and require overwhelming amounts of detail (Salyzyn,&2@l7, citing

Macfarlane 2013. Salyzyn et al. (201@)sofound a significant range in the levels of complexity of tasks
associated with the various formBurther,in many casethe associated instructional guidegere more

complex than the forms themselves. The same authors suggest tieevdigital legal tools can be used

to eliminate complexity (e.g., guiding users with a sbgpstep approach), some of these barriers could

be mitigated. However, they go on to emphasize the following:
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0KS 20aSNBF A2y X OGKFdG F ydzYoSNI 2F (GKS O2dz2NI T
which necessitates expert legal knowledge suggests that there are some barriers that

[self represented litigard face which cannot be dealt with by form redesign or a

move to an interactive digital environment. In some cases, specific and detailed legal

knowledge would appear to be essential in order to optimally complete forms.

(Salyzyn et al., 2017, p4)3

Salyzyn tal. further suggest this is particularly true in the case of Family Law, wherein the difficulty of

forms and complexity of issues means it would be difficult to sideignf 2 N¥ & & &4 dzOK G KI G SE
g2dzf R y2 f2y3ISNI 06S | 4)KGivantis obBe@atighiithedaBthors @mphagize> LJP o
the need for affordable forms of legal advice andéoachingrrespective of wetdesigned digital tools.

Intersecting Barrier s

Other types of barriers clearly intersect with barriers in thigital and legatealms, to further impact
RAFTFSNBY (G LIS2LX SaQ FoAfAGe! §2L0BFSYAUSANRY2 @3 AA 0N
Ombudsperson complaint about systemic bamsito welfare access describesreasedarriers for

clients with physical and intellectual disabilities, mental health issues, and Wuséacelanguage

andliteracyd  aSR 0 NNASNAR® {AYAf I NI FIOG2NE I bEh, f a2 KA
housing and homelessness service providers described often having to provide intensteeomee

assistance with completing online welfare benefit claims; this process was often made much more

difficult for those who faced language or literacy barsi In the same study, service providers

observed that people with mental health issues sometimes faced additional barriers because of how
interactions with technology could lead to feelings of anxiety or paramoitheir survey of legal

technology inhe USSandefur et al. (2019pund that mostdigitallegd tools were textheavy,

irrespective of the audience for whom they were designed:

Fully 75% of existing tools require Englshguage facility. Most tools are designed

to be used only by people who are both sighted and literate in at least one language.
Only 16% of tools provide at least some of the material offered though a means
other than written text, such as a vide019, p. 13)

Other studies have highlighted problems in relation to cultural appropriateness and relevance. Writing

about the expeiences of Indigenous communities in Australia, Chen (2017) cites the example of some

online processes for privacy and identity confirmation that disregarded and/or disrespected local

Indigenous traditionsk-urther, in McDonald et & @nalysis of Australiadata on theuse of sekhelp

legalresources, the authors found that while Indigenous people were just as likely to use self help

resources, they were the only group of respondents who were significantly less likely to rate these
resources as helpful. M&y'  t R SG It ® y23S (GKFG aGKAa FAYRAy3a Of
LR GSYydAlFtte o0SAy3 OdzZf GdzNI f & AyFLILINRLNRFGS (2 GKS

Design of Supports

Barriers are also identified in relation to tlesign of(e.g.,phonebased, web chat, or iperson)

supports intended to aid those using digital legal toDlenviret al.(2018) observe thadiscussions of
F4aA480GSR dzaS 2F RAIAGLEE &ASNWBAOSE 2FGSyipeR2y Qi 3IASS
disabilities, health conditions, changing abilities and temporary impairments or situational limitations

such as loud or overly bright environments |ack of a safe and private space in which go onkioe.

instance the authorsnote, onlinechat$ I G dzZNB& avYl & 0SS LINBPKAOGAGAGS T2N d

79



Achieving Digital Equity in Accessltsticeliterature Review: Promising Interventions

GKSNB G(GKSe TFFAf G2 O2 Y LXekal, 20A9] K 26¥THelsdine autmhrge Sritdh y Sa é¢ 0o
emphasizdhat, givenlegal issues are more often experienced by people whottaeseand other
compounding barriers, this lack of consideration is a significant issue.

Several studies especially underscore the limitations of pHmased supports. / t L! / Qa HAmMp
Ombudsperson complaint about systemic barriers to welfare aabetsslsvariousbarriers that
phone-based assistance can entdiliven thatmanywho experience povertgannotafford phones

and those whaanoften NS f @ 2y @ LJ &, the Minising ptiondsyste® Bitgthyyhait

times, frequent disconnectionsrbitrary callimits, together withdza SitdBili®y to be available for

0§KS YAyYAaloeQaasmpfidnédsedservice was unaffordable and ineffective for

many client§BCPIAC, 2015ee also BC Ombudsperson, 20E¥en the cost of leaving a message to

be called back has been shown to limit the participation of users struggling with affordability (Benvir
al,, 2018). Denviet al.(2018) andPleasence and Balmer (2019bjther note thatdzi SpRdn&costs
Oy 06S AYyONBFaSR ¢KSy (NI (goadréséaict? ghe padiciphidBujhdzA NER® Ly
experienced homelessness and relied on her phone to access centralized government services
described how prolonged periods of waiting on hold resulted in catastrophic spending e s

financial stress which significantly worsened her mental health.

./t L/ QF hYOodzRaALISNBE2Y O2YLX FAYyG | fae ROSYax a K2g
complicated automated directory was particularly difficult to navigate for clients with @uieial

disabilities, mental health issues and limited proficiency in Endfistther, many of those who got

through found it difficult and/or uncomfortable to communicate about their complex and sensitive

personal issues by phonagain, his was partic@drly the case for those with disabiéis, health, and/or
languagerelated barriers and for those forced to use public access phones that lacked p(seealso

Denviret al, 2018). DenWJ S (i(2018jrewiénnf researcton assisted digital supportdso found that

variable quality in translation could significantly detract from the effectiveness of the assistance received.

Denviret al. (2018)further notes that it is difficult to determine the best waysrach those in need of

assistance and/oalternatives for digital legal servicdsd L Q@S RS & CoNds e pebpie2 S > A
R2y Qi KIF @S I O0Saa vyiypically vsk & wartety of StAeKspcesPobhelzandi K S
information ¢ including family, friends, the other party in a dispua@d print or irperson resources.

Although people may be able to get help from friends and farodyplexity and skitelated barriers

and/or the sensitive and private nature of legal issues may still preclude or limit the effectiveness of these
options further, a2 YS a28adSyYya NBAGNAOG GKS AyQ2etaddrsSyid 27F a

Support and Guidance

Even once peoplkave located ana@re using digital legal resourcessistance from an advisor or

Gyt @A 3L G 2ndpbrtartlds CrovieyettaQd Qa O H A M PO NI A Sseekighn 2y 2yt Ay
P dzZA ONF € AF S LI NIOAOALIYGAQ RAFTFAOAA GASE Ay yIF@AILGA
legal information in conjunction with other personal, trusted sourcesformationg either friends,

family, or trusted service providers who could help them make sense of the plethora of online

information and determine how it applied to their situation. In some casgsrvieweesfound the

guidance they received from p@nal contacts more usefthian guidance provided by legal expert.
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The themes described Browe et aQ @019)qualitative study are also apparent in broader survey

research/ dzZNNA SQa 0 H n mc Gwide iEdafnéedsisédrveRfdund-thathen face®with a

legal issueasking friends and relatives was a common strategy, with m@8¥s) describing these
NE&A2dzNOSa a SAGKSNI aa2 Yighiysinalier prapditionss @f eligdridents S € LIF dzf
who searched online for help, fewer8@& F2dzy R G KS Ay UGSNYySG SAGKSNI dazy
Further,while fewer than a third of respondensought nonlegal assistance from an organization

address their issue, more than two thirds (68% to 84%hade who did described this source of

assistance as eith@somewhat or & €y¢ helpful (Currie, 2016Recent BC surveyiadicatesimilar

trends¢ people more ofterturn to family, friends, or other trusted advisors, and these supports are

ranked as more helpful than the internéentis, 2020)These types of personstipport and

accompanimentre thought to play an important role in buffering stré§xurrie, 2016; Public Interest

Strategy & Communications Inc., 2016)A 1 S ¢ A & @0D6)disSuishh® dd Fraumknformed Learning
emphasizes how supportive, respectfuiacilitator can help to povide sufficient structurand

predictabilitysuch that those impacted by trauma feel safe enough to learn.

Several of the same broad surveys indicate #natibstantive minority ahosewho did address legal

issues on their own felt they would have beitedl from guidance and/or helpCurrie describes how

across Canadd?: 2 F-K&EEEBWNEE O0UK2aS 6K2 RAR ylegaladice)i I Ay LINE
felt the outcome of their issue would have been better had they obtained help. When asked what kind

2F KSfLI g2dz R KIF @S 0SSy Y2ail dzaASTdA I YI22NAGASa ¢
to explain the legal aspects and help with forms (68%); and/or an advocate who could intervene on their

behalf (69%). A smaller group would have likeddwenhad a lawyer (33%Currie, 2016)

Likewise, recent BC legal needs surveys suggest that, of those who resolved a problem without legal
assistance, about 40% believe their situation would have worked out better with more assistance. When
asked what typs of help might have improved the outcome of their issue, respondents suggested that
additional or better information (about 87%); someone to deal with or intervene with the other party

(around 81%); someone to explain legal aspects and help with fonmsn@82%); or a lawyer (71%)

would have helped them achieve a better outcofsentis, 2020)ikewise Salyzyn et al. (201¢€)te

numerous studies describing haelf representeditigants struggled to complete the necessary court

F2N¥a YR 6A4AKSR (GKS@BQR KIR a2YS2yS K2 O2dzZ R KSf
In their analysis of earlier Australian survey data, McDonald €@19)found that using selhelp

resources in conjunction with an advisor sigmifity increased satisfaction with legal outcomes. This
FAYRAY3I A& faz2 adzZllR2NISR o0& {&1Sa Si FfoQa 2y32A
Fo2dzi GKSANI SELISNASyOSa daagyided patkviay ehich fingtiGes thé¢ 2  dzi A 2
FANBOG AaGSLI F2NJ dZ&ASNR 2F ./ Q& yS¢ | AGAt wSazftdziazy
differences in satisfaction with use of the Solution Explorer, based on whether or not people had

someone else help them use the tool (degure9).
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FiguredY &1 26 9FFSOGADBS 61 & GKS ./ /wee {2fdz2iazy 9ELI 2NBNJ
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Source: Sykes, 20204 S NJ 9 E LIS NDOSiye CBiBRed|dtion TribQral, slide 14
In describing these results, Sykes et al. note:

A majority of people who had someone else help them (usually a friend, and sometimes

a lawyer) said that the Solution Explorer was able to give them all, or riidst belp

they needed. In contrast, most people who used the Solution Explorer alone said that

the Solution Explorer only gave them some help, or none at all.

CKAA ONBI{R2g6y aK2pga 2yS 2F (KSevank@ynSa G KI
the CRT idesigned with the user in mind, people still benefit from having an actual

human helper while they use. i{Sykes et al., 2020, slide)14

Lack of access to digital and/or legal navigators has also become a more significant barrier in the context

of the COVIBL9 pandemic. The sudden closure of many community centres, libraries and other types of
community programs not only cut off access to technology, but also resulted in lafdiis staffwho

haveF 2 NJ @ S NA 6SSy I OGAy3aINBE & NE KSa@2 QROpaadB NIEA OS
In this context, notes Smythe (2020), ungdesourced community workers and organizations are once

again filling service gaps through phebasel and other forms of physicaltistanced suppor{see also
Rhinesmith & Kennedy, 2020)
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Promising Interventions

My review of iE NI G dzNB | £ 82 a2dzZa3Kd G2 ARSYGATe LINRBYAAAY3T |
public legal sectoiGiventhe broad approach taken in this reviepromisinginterventionswere also
approachedroadly, exploringissues and initiativelseyondthe PLEI sectoin generalmany

interventions espondto two key challenges: Firgfhow can those users who feel able to use digital

legal resources be best supported to do §82d second, what adjustmenéd supportsare necessary

to sdeguard[and expanglaccess to justice for those who may otherwise be excl@gbttDonald et al.,

2019 p.21.) Many of the emergent suggestions echo thedechare already welknownto PLEI

providers and within the fields of digitadnduser experiencelesign While a detailed treatment oéach

topic is beyond the scope of this reporthat follows is a highevel overview okey themeghat emerge

across various studiesupplemented with illustrative examples and discussion.

Connectivity and Affordability

Access to the internet, and the ability to participate in online environments fully and equitably has been
recognized by the U.N. as a human ri¢fHtman Rigtg Council, 2018)'he Canadian Radielevision

and Telecommunications Commission (CRTC) has recognized broadband internet as a basic service
(CRTC, 201&)lowever,asdescribed throughout this reportjariousstudies illustrate hovthe right to
adequateonline acess and participatioremains unrealizefbr manyacrosswhat is calledBC

Many reports call fomterventionsto improveconnectivityandtechnology access throughothie
province While largerscaleinfrastructureand public policyinitiativesare largely outside the role of
public legal service providengublic legal sectoorganizationsan still look to support communited
initiatives and advocacy in these areas whenever posdtoigher, attention to connectivity and access
issues is clearly crucial in working alongside communities to deliver services effegtiligiyeachlocal
technology environmend 2 NJ ¢ RAIA Gt SO2aeaiGdSY€vo

Infrastructure and Connectivity Initiatives

Govermments at the provincial and federal levels identify expansion of connectivity to rural and remote

areas of the province as apriority. Hnamy ! dzZRAG2NJ DSYSNI f Qa NBLR NI F2dz
failed to develop a national broadband strategy and fieetively administer publiconnectivity funding

for maximum benefit to rural and remote communiti@dffice of the Auditor General of Canada, 2018)
Subsequently / I Y I RIF Qa 32 @SNYYSy i High{ LISNERE 3 1O0SR al &2 Na 0 NJf
Connectivity Strategyes well as thdRural Economic Development Strateggese two plans outline the

need to invest in broadband infrastructure, address affordability, and enhance digital literacy to achieve
sufficient internet access for rural communities and across the cgyiPMG2019). In March 2019,

the Province of BC committed $50 million in funding for projects expanding broadband to rural and

Indigenous communitie&s YR | FdzZNIKSNJ bpn YAttA2y gla |tf20F1
Economic Recovery Plan in tbentext of theCOVIBL9 pandemidGovernment of British Columbia, nd

b; Ministry of Citizens' Services, 2020)

Advocates acrosthe landscalledCanada have highlightadirious ways in whictligital infrastructure
fundinghasfallen shortof meeting community nedst highlighting issues to be addressed by current

and futurefundinginitiatives.Ini KS / I yIF RAFY LYy GSNY S nathahsdaveyof G A2y |
non-profit and small ISP organizations in the digital secespondents describemtense competition
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for small pools of funding, a lack of consistent fundigd short timelines for funding which detract
from project effectiveness. The same organizatidascribed how funding parameters are often too
complex ortwo precise, resulting in application processes which are inaccessible to grassroots and
non-profit organizatiors (CIRA, 2018Another recent study found that First Nations communities in BC,
Alberta and Maribba faced numerous barriers in collecting ttype ofdata required to apply for the

/ we¢/ Q& . NE (Ciera, JOR0) C dzy R

Ly / Lw! Q& raspondenys desciitiedirivtesmarketdriven nature of broadband

infrastructure across Canada has coincided with inadequate allocation o€ pebburces, and lack of

access to infrastructurthat would support small, local, and ngumofit providers to deliver high quality

and affordable services to underserved rural, remote, and urban commuritesuggestios

emerging from this researchditate the need to review funding moddtsbetter support grassroots
organizationsto increase Canadaased peering and internet exchange points (IXP) which help keep
onlinedatain Canadd; Y R (2 LINA 2 NR G NA$ Sl y © 2§ geIuSFhdénakiie® A B & G A | G
community ownership and local innovati¢g@IRA, 201,&ee also McMahon, 2020; Beaton et al., 2016

Especially now that access to the internet has been recognized as a human right, digital equity advocates

are calling forincreased publimivolvementin provision and management of infrastructure,

connectivity, and access initiativéBigital Justice for BC Working Group, 2020; Smythe, 2820)

{YeiKS KIFIa aidlidSR a6S ySSR (2 KIlmgSitallinte@ty SNEI GA2Y
AYFNI &0G§NUzOG dzNB (2, padldNRA O S AyGSNBadGagég o6unwun

Reports and advocacy on connectivity in BC also highlighteed to recognize theechnology
leadership ofndigenous governments and communitiggo have cedevelopedthe Indigenous
Framework for Innovation and TechnologlyIT) An initiative of the First Nations Technology Council,
IFITG 2 F¥F SNE I IndNgriols ¥dmhiuniies Nibvernment, industry, and other members of the
technology ecosysm to coordinate a comprehensive and collaborative approach to achieving digital
equity, technological advancement, and economic reconciliation for Indigenous people in British

| 2f dzYo Al € OCANRG bl GA 2y dmpor@rdk tfieeFstNations TezhmfogyA £ = Yy RZ
Councihas expressed concern that previous provincial and federal investrhaméfallen short of

what is needed to connect all 203 Indigenous communitieBC The IFIT roadmap outlines regional
priorities and identifies challengehat emerged through a series of engagement discussions on how
nations envision technology supporting sédtermination(First Nations Technology Council,.nd)

In its policy frameworkthe Digital Justice for B@orking Groudof which the kst Nations Technology

/| 2dzy OAt Aa + YSY0oSNL SYLKIF&aAT Sa GKS tAyla o0SisSSy
and access, and the broader principles of Indigenous sovereignty which are reflected in the United

Nations Declaration on theights of Indigenous People (UNDRAR) 2019, the BC government
O2YYAOGGSR G2 IftA3dy ./ Qa flga 6A0GK !b5wlLt ¢gAGK GKS
Indigenous Peoples A@Bovernment of British Columbiag-a). ¢ LY RA ISy 2dza a2 @SNBAIyd e
GSNNAG2NE Ay Of dzRA Y 3 thelDigifal Dusticé i BWorkiyidGrasipaisdSentdils SE LJX | Ay
GALSOGNHzYy a20SNBAIydee YR (GKdza NBIjdZANB& LYRAISy?2
Internet infrastructure both on and oflB a S(RiEHtal Justice for BC Working Group, 2020, see

Campaign Principles)

22The 2007 Declaration can be found atvw.un.org/esa/socdev/unpfii/documents/DRIPS_en.pdf
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Affordable A ccess to Internet and Digital Technology

Many reports stress the need for initiatives that addréssaffordability of internet services and

technology In its Blueprinfor Justice the BC Poverty Reduction CoalitiBCPR® I & OF f £t SR F2 NJ
government to provide publicfunded, universal, high speed and hotibased internet for all BC

residents. The same document also calls for the implementation ob$hOnth homebased internet

access for all those living at or belovetMarket Basket Measure poverty line, and all those accessing
education in BEBCPRC, ndhe Digital Justice for BC Working Group further explaoms

connectivity and housing affordability can be linked:

The pandemic has further revealed that affordable, fast, unlimited Internet access is as
essential to a home asfadge and stove, as heat and hot water; we would not build a
home without them. To close the digital divide, we further suggest government begins
to build $10a-month access into all affordable housing in B.C., including B.C. Housing
units, supported anaon-profit housing including affordable rental and assisted living,
existing and new modular units, and shelters and transition hou§&igjtal Justice for
BCWorking grp2020,para 10)

Broado SR F FF2NRFOAT AGE& LINE I NI 208H) AustiBlicbdsdda 2 NB O2 YY Sy
NE&ASEFNODKS YR Ay [/ L w-prdlitandsmalsaajeintemdds se@dr NOK gAGK y2y
organizations and experts across Candda Nova Scotia College of Social Workers has likewise

called for governments to provide free internetcass for lowincome Canadians and fix@acome

seniors during th&€OVIBL9 pandemic, as well as unlimited lemcome internet and wireless plans

in the longer term(Findlay, Saulnier, & Stratford, 20285 in theBCPR®lueprint for Justice, CIRA

stresses that affordability programs must consider both price and qualityrrarsd prioritize home

FOO0S&daad Ly /Lw! Qad adz2NBSex YvY2ad NBalLRyRSyida al INBS
SaaSyaAlrt F2N) FdA te& LI NILAOALIGAY3I Ay az20AaSide¢ 6/ L

Further suggestionim the literatureaddress the issue of mobile plan pricing and associated data
restrictions.Writing about access to onlirgovernmentservicesn AustraliaChenproposes that key

RAIAGEE aSNIAOS VISIISNBREY A yA2 KEB YaE FdP Y ddde2 dzy (A y 3
consumption(much like there are nphonecharges associated with dialing 91This solution would

necessitate collaboration between internet service providers and government or public sector

organizations to identify websites and/or apps that shibbé granted unmetered accesko illustrate,

Chen identifies several services and/or platforms which are already granted unmetered access through
various types of partnerships and/or reimbursement arrangements. @hderscores that i K S & S

examples demortgate that the technical capability exists oS G SNJ aLISOATFTAO 6So0aritSa
(2017, p37). In discussing digital equity in BC, Smydhgues that cell phone plans and data caps

remain unnecessarily expensive and restrictiméerinet Service Provids, states SmythE  ay SSR (i 2
RNRL)] LINPKAOAGAGS RIEGH OFLEAE O0{YROKSY Hawnx LI NI 7

Much of the research reviewealsohighlightsthe need foraffordable access to digitdevices and
relatedtechnology.n their research with UBased digital equity coalitioarganizations, Rhinesmith
and Kennedy (2020) found thisick of access to affordable deviererged as an underrecognized key
issue with the onset of th€OVIBL9 pandemic.The same authors describ@dVaine Digital Inclusion
Initiative in which a digital equity organizati@oordinatedcellenabled tablets for older adults (aged 70
and up) to help combat pandemrelatedsocialisolation.
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Likewise,n May of 2020, the Social Planniagd Researcouwncil of BC (SPARC BE&)essedhe
provincialHomelessness Community Action Grant Progeauah, through partnerships wit-Elevenand
Telus, workd with community organizations to distribute 3,500 mobile phoneota-incomeand
underhousedpeople around he province. As one Vancouver community advocate has described, these
phonesK S Fdzy O A2y SR +a af AFStAySazée SyrotAy3d RAAGN
coordination of vital services for people in need of supgbtinistry of Social Development and Poverty
Reduction, 2020)Beyond this crucial y¢iime-limited measure, he BCPoverty ReductionCoalition has
calledfor the provision of a BC Technology Fund and-repayable grant to anyone accessing the
aforementioned $1a-month internetinitiative (BCPRC, ndBased on their survey with seniors in
Ontario, Crosby et al. (201Bave likewise called fadechnology subsidies that would enable seniors to
afford a computer at homeAdditional initiatives in this area includeseddevice refurbishing and reuse
initiatives, such as those undertaken by the grassroots and largely voldodésed network Free G&

Public, Holistic, Community -led Approaches

With respect to both infrastructure and affordability, advocates stress the need for public initiatives

which are holisti@nd sustainable rather thapiecemeal In their recent policy recommendations to the

province, the Digital Justice for BC Working Gnooies thatthe federal Connecting Families program
GRA&ldzZF Et AFTASAE FFEYATASE 6KSyYy OKWIGNGS figkvdistedya ¢ v R
for BC Working Grouppara 11). Likewise, tame-limited pricing discount offered by Telus is available

only to those ordisabilityassistance. The authors stress that while such programs reflect steps in the

right direction, they prioritize access for just two of the thirteen eqgigeking groupsecognized within

.l Q& t 2@0SNI e  wSRlds@aditieyvorking tidup Sivbeates aQudiversal and human
rights-based approach which places first priority on ensuring access for those who are hardest to

connect (Digital Justice for B&Zorking Goup, 2020).In the US, organizations working as part of digital

equity coalitions likewise described tensions in relation to funding directed towards the urgent, short
GSNY | YR &2 ¥YSUREY Siay (6SINIYYSR/ (| EQWEES pandethidzand Biéstaned § K S
investments required to address digital equity in the long term (Rhinesmith & Kennedy, 2020). Smythe

I NBdzSa OGKFaG a/FyFRF ySSRa |y AyOtdzaAa@S RAIAGEE ad
compensatory programs tacked around the edg20, para 13).

At the same timewithin literature onboth connectivity and technology access;cammonlyidentified

best practicds the need to ensure that initiatives are communritysigned and responsive to the needs

and priorities of service users (Beaton et al., 2a6en, 2017McMahon, 2020)In both Canada and

the U.S., varioukcal often underfunded and grassroatsorganizaions have been working on digital

equity issues alongside impacted communities for many years prior to the onset GQREE19

pandemic. These prexisting networks cabe crucial sourceof local knowledge and experience (see,

e.g, Beaton et al., 2016CIRA, 2020y A Y SAYA UK 9 YSYYySReI HNnHER® LYy wKA
research, digital equity organizations described difficulties in getting politicians and ISPs on board with
community-based initiatives. However, the same research illustratesttiere is a clear and important

role to be played by governments sapporting these initiatives througfunding and policyln its policy

2 See, e.g.www.freegeekvancouver.org/
24 Availablewww.bclaws.gov.bc.ca/civix/document/id/complete/statreg/18040
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recommendationsthe Digital Justice for B®&orking Groupputs forth a set of principles through which
governmentst y A dzZLJLI2 NI GAyGSyaGA2yrfs LXLFYyYy&REI O2yadzZ G i

Current piecemeal, oneff buildouts and compensatory programs continue to

exclude the most marginalized communities. We propose the development of a
collaborative, participatoryrmework and approach to telecom infrastructure
development that enables citizens to have input and impact in B.C. Digital Justice for
B.C. supports and amplifies existing digital rights campaigns and comredahity
organizing by those most impacted by tissue (Dpital Justice for B&/orking

Group 2020, see @mpaignPrinciples)

oDigital E c osBEynsat belmsndg aBEhnd@ommumity rievel Suppdrts

A second set of interventioreddressed within numeroysublicationsunderscores the need tseupport
FRRAGAZ2Y It ljdzr t AGASa 2F aSylrofAyd Sy@ANRYyYSyilag 2
level,a 9yl 6t Ay3ad SY@ANRBYYSyGaé AyOfdzRS Ay FNI adNHzOG dzNB =
support communityled practices of digitahclusion (McMahon, 2020). Likewisefocus ortdigital

equity ecosystensa N} alLJda RAIAGEFE SljdzAaidGe Ay GSN¥a 2F aAyid SN
communities, and their larger sociotechnical environments that all play a role in shaping itiaé dig

inclusion work in local communities to promote more equitable access to technology and social and

NI OAlf 2dzAGA 0S¢ O6wWKAYSaYAUGK 3 YSYYSRe@sS HnanunI LI c

Digital Skills, Digital Literacy, and Technical Support

Various reports outline howdy elements oftiese enablindgocalenvironments includ the presence

of technical support, and digital skills and mentorship prograsoth the BC Poverty Reduction

/I 2FHftAGA2YQa . BOPRCINNY R /T2 W) QVEzA @ i OB ysoale Misraiedde®idD K 6 A (1 K
organizations across Canada call for increased funding for basic digital literacy prqgrantisularly

for those who have not had opportunities to learn digital skills in costeitormal education and

professional training. Bothocumens further unakrscore the need for content focused on

cybersecurity and privacy trainitig support less experienced users in navigating issues of online

safety, security, privagyand disinformationTheDigital Justice for B&Working Groughas called for

increasedtrd Y Ay3 a2 0SS dzyAGSNAELFT & | OO0 Sunded publisly (i KNP dz3 K 2
available settings such as community centres and libraries, and in a diversity of educational and non

LINE T A U Dig8afl Jstite/fad BG Woeking Group, 2020; daéormation Sheet).

Chen (20170 a ! daimsetNdeskatch likewideghlights the need for free or subsidized digital literacy

resources. Chersuggests that any such programs should include practical training on how to access

important government and/opublic servicegsuch as legal resourceBuring the pandemicsome US
2NBFYATFGA2y & 1 dzyOKSR @ANIdzZ £ (GSOK &dzLIR2 NI FyR
pop-up sessions in local communities (Rhinesmith & Kennedy, 28280)e naional level in the US, one
2NHFYATFGA2Y A& 62Nyl Ay3a G2 SELIYR | a5A3IAGHE bl OA
the whole digital inclusion processhome connectivity, devices, and digital skillgith community

members through repeated inter O (i A(RBfA} id)The same organization is now working to better

integrate and erbed this model of support within existing adult education and workforce training
programs(Rhinesmith & Kennedy, 2020).

87



Achieving Digital Equity in Accessltsticeliterature Review: Promising Interventions

Several studies specifically call for aagmropriate peethased education and support for seniors

(Chen, 2017; Crosby et dllarstonet al., 2019)n addition b programs tailored for othegroups guch

youth, newcomers, and people with disabilities) who are known to face barriers to gaining digital skills

and experience (CIRA, 2018). The First Nations Technology Council has al$or catgihg types of

digital skills programs designed for and by Indigenous communiiiss Kations Technology Council

nd; see also Beatonetal., 2086 / L w! ¢ HOanagateQaarchOgiights a problematittern

in digital literacy fundingvhereindrendyg digital issues (such as teaching coding to youth) receive

significant resources relative to the basic digital skills programs needed by those wioultipée

barriers toaccess and engagemehty | NBf I SR ONRGAljdzS= t I gt dzO1 dz] Qa
RAGARSE LINRPoOofSYF(OAT S& K2g YI y eéledBrddoindtladequbtelyli SNI O& A
focus on the skiller analyses required faritical digital literacy includinginterrogating collection of

user data surveillance, and predictive algorithnBawluczuk argues that a human rights approach to

digital literacy necessitates supportiagd empowering learneré 2 | f a2 y I @A 3l 4GS (GKS alL
cultural, and societal dimensionsoftlaf O HANAH AN X LI MMO D

Community Access Points

Additionalsuggestiondn the literaturestress the value afommunity access points where people
canaccess internet ouseconnected computers andccessoryechnology such as printers, and
scanners with technial support as neededn BC and elsewherg¢he COVIBEL9 pandemic has also
sparked an increase in communigyvel efforts to extend access to public-Withrough various kinds
of partnershipgsee Ministry of Social Development and Poverty Reduction, 2020; Rhinesmith &
Kennedy, 2020)urther, Chen (2018) highlights the value of prawgdiree charging stations

addition to WiFi in public spaces that are accessible to those who experience housing instability
and/or homelessnessSmythe (2019) argues that community technology centres icaaddition to
providing accesdye valuable sites of personalizgokerbased critical learning about digital platforms
and environments] A { S6A &SI NBaLRyRSepEiGNByE IR wl AT ulnmDaa L
guided, consistent, trusted help&r y S OS & & IseeBigital Aecapam y X

In April 2020, the BC government announoed-time grant funding o3 million to provide enhanced
access to digital services within public libraries; this fundiag primarily aimed at expanding online
resource ollections but also supports technology and-Miexpansion and digital literacy programs
(Ministry of Education, 2020\While this is an important investment& Digital Justice for BC Working
Groupandothers havewvarned about the strain alownloadinginternet and access programs onto
library systems and staffee p.36 above. Further, theworking Grop underscores hovwpublic WiFi
and community accesswhile necessary are not acceptable replacemesfor the kind ofhigh quality
at-home accesthat so cruially determinesizi S NE& Q to fully erigagé dnihé

the availability of very timdimited Internet access through libraries, only open

during workdays and with limited hours on the weekend, does not meet the needs of
communities experiencing digitadequity... [Every British Columbian has a right to
highspeed, unlimited, abhome access regardlessofvailable publicly accessible
Internet services(Digital Justice for BC Working Group, 2G&Information Sheeét

Once again, the literature in thiarea stresses that bottinds of(skillsand accesshitiatives need to be
considered in communitgpecific and communitgesigned way$see, e.g., Beaton et al., 2016; CIRA,
2018; First Mtions Technology Council, nd; McMahon, 20B@sed on their review of research on
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unequal ICT availability, adoption and use in rural arSatemink etaf 2 dzy R G KF G a3ISYy SNR O
GKAA FASER yS3at SO0 3aQSthey thisGtress 2n®meéd foy Ep@dachés tocaecess T = L
and skl developmentwhich are communityspecific and responsive to local prioriti€suirther, e early

study on community access centres in Indigenous communities in Australia found that key elements of
success includedictive community support; communityvalvement in centre development and

management; a focus on contribution to the community and its future; active involvement in outreach

activities; and delivery of skills trainmgespecially training that focused on expanding opportunities for

& 2 dzii K néllretab, 2006citing Daly, 2006

At the same timdas | have discussed above/f) Denvir et al. (20149tress thatechnologyaccess

andgeneral ITGkillsdo not, in-and-of-themselvesguaran6 S dzA SNEQ FoAf AGe G2 o0SyS
resources Numerous other factors particularly the technical complexity and stresssociated with

legal problems may necessitate additional supports irrespective of digitaless andgkill. For this
reason,approaches that combine technology access with access to a knowledgeable advisor may be
especially promising, astimmarizebelow.

Coalition -building and Digital Equity Planning

a2NB ONRIRfezX wKAYySaYAildK gkl efuyecoSRaneeapedalyn H n 0 RA &
illustrates the importance of digital equity coalitidmuildingand planningat the community level. Based

on their research with digital equity organizations in the US, these authors describe how such coalitions

often include a bvad range of organizatiomsincludinglibraries, communitybased organizations,

housing authoritieshealth care providers, workforce training services, {poafits, religious institutions,

local governmentsand increasinly, school boardsThe established relationships developed witkirch
coalitionsand networkshave been key to enablirgffective responses tthe urgent digital equity

concerns that emerged during tHeOVIBL9 health crisigRhinesmith & Kennedy, 2026mythe, 2020).

Digtal equity coalitions have also been active in sharing informationrasolurces ananaking links

between technology access and social and racial justice. For instance, one Pbatsaadnetwork has

0SSy SELX 2NAYy3 6KIFG AG ofentigyats Diglal ActiorSRaR stratdgeé NI OS¢
Rhinesmith & Kennedy, 2020). The structural and intersectional approach adoptied Digital Justice

for BCWorking Groug A {1 S6A &S LINRPLI2ASA dal Of SFNIé& RSTAYSR S| d:
resave Indigenous access, the leadership of the First Nations Technology Council, and access for

NI OAFf AT SR yR yS2020pava®NJ O2YYdzyAliAS&as o

Rhinesmith and Kennedy (2020) further describe how local coalitions have been instrumental in

accessing andoordinating fundingraisingawareness of digital equity as a policy issard advocating

for actionon the part of local leaders. In some cases, digital equity coalitions have worked with local

elected officials to develop digital equity plans at the ricipal or regional leveln one examplgthe

DNBFGSN) /£t S@StI YR S5A3AGEHE 9ljdzAade /2FfAGA2YyY O2ftfl o
connectivity gaps with a goal of finding shanhd longd SNY & 2f dzi A2y d¢ &Kefnkdy,SR Ay W
2020,p.11).¢ KS / Ade 2F t2NItFryRQa hFFAOS F2NJ/2YYdzyAde
the county library, cdead implementation of a communigiriven Digital Equity Action Plan while also

convening a Digital Inclusion Netwothk.Seattlethe City government, with the support of many local
organizations, played a key role in coordinating ptenningefforts of local agencies and officia3n
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Wdzf @ HyZX HAaHnX GKS /Ade 2F { St 4@ZSY ALl &sEbR U2/ 4 Lyd@
making broadband internet service accessible, reliable, and affordable to all residents ahdMBnF A ( & ¢
(cited in Rhinesmitl& Kennedyp. 17).

Legal ResourceOutreach and Integration

Other relevant interventionsgvhich are describeih the literaturerelate to outreachand integration of
online legal resource provision with delivery of other kinds of services.

Outreach through Trusted Intermediaries

Based on the reasons | have described, and as iskn@in in e PLEI sectomany people especially
those who havdow-income are linguistic minorities, who live in isolated communitigsd/or who face
multiple barriers go to trusted communitybasedcontactsfor help with legal problemsThe role of

these trustedd A y G S NI &uRH ds ban@Buniéy workers, helping professionals or volunteers, and
Elders)sthought to beespecially vital within rural, remote, and Indigenous communities which are
frequently underresourced, with few legal services availaliler these reasongnuch literature

emphasizes thathe ability of intermediaries to effectively recognize legal issues, provide reassurance,
and refer people to appropriate resources is key in facilitating access to j(stiece.g., CHRC, 2016;

Gohl, Lassonde, Mathews et al., 2018; Forell & McDonald, 2015; McDonald et al., 2019; Public Interest
Strategy & Communications Inc., 201\hile a diverse array of communibased actorss activein
facilitatingt 00S&aa (2 & 2 dzasomdinfermédiaie§é.g., th&aih lifelofgSetirhidiy,

literacy, and training / education secto®)F y | f a2 06S adzZlR2 NI SR G2 Ay 02 NLR
information and education resourcegthin existingprograms(Wintersteiger, 2015)

Given this, many eorts stress the need to ensuoemmunitybased intermediarieare equipped to

provide effective, traumainformedlegal education, information, and referrabnd to assist with

online legal aid applications where these are availébde, e.g., CHRC, 2016; Fenske & Froese,.2017)

AsFinlay (2018vrites in the UKthereisneedorA y @S a G YSyda Ay GiONHzZGSR Tl 0S5
However, providingegular andeffectivetraining for intermediariescross BC entails challenges

Frequent changes in the legal landscape, and high rates of staff turnover in community agencies means

that public legal service providers must constantly update resources and training materigike des

significant resource constrain{Murray, 2019)

Recent consultatiopundertaken on behalf of LABC affirm the valugraining andoutreachefforts to
supportcommunitybased intermediaried increasing access to digital legal resows¢Bluesky, 2019;
Johnson & Van Eerden, 2019; R.A. Malatest & Associates Ltd, [2019) 6nih@2019 survey of
community workers across BC indicatedoasiderableappetite for both in-person and online modes
of training; sirvey respnsessuggestednanyrespondentdikely have sufficient internet acceas
work to support the audio and/or video streaming requirements of common online training platforms.
Thiswasalso the case for a majority of communttased intermediay respondentsn rural and/or
remote settings. At the same timeyen among those with sufficieatccess to complete the online
survey, there wasa small but noteworthy proportion of intermediaries who fadechnical barriers to
accessing training onlin&he same survey found magispondents would like more frequent training;
most were interested in training between two and six times per year. Feediisgindicated interest

in a range of formats and a range of subjects which are addressed by LAB@BerRRLEI proders
(Murray, 2019; see also Byrne, 2014, Public Interest Strategy & Communications Inc., 2016)
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Many of the samé. ABCIndigenous PLEI, PLEI in leagges other than English, and online training)
consultationreportsalsounderscorethe importance of delivering regular communication and resource
updates to provincevide networksof intermediaries with monthly or bimonthlyemaik/ ebulletins
standing ait asa preferred format.Within these processespasultation participantsndicated that
regular,emaitbased updates would help them be aware ofavailable services armésources and

would also enable them to easily pass on this information to othreteeir communities and networks
These samédocuments alongside other reports on best practices in delivery of Plufier suggest the
value of equippingntermediaries with readynade materials they can use identify legal issues and
promote both online and offline resourcés clients(Bluesky, 2019; Johnson & Van Eerden, 2019;
Murray, 2019; see also CHRC, 2016ri€2015; Crosby et al., 201&uthors off ! . PLEI&n

[ Fy3dzr 38a 20KSNJ 6KSYy 9y3afAaK NBLRNI adlFdsSy aAd A&

preference for active distribution of materials, i.e. those methods where the mate@aBSs/ G X I &
212 AaSR (G2 aAyYLi e o0SAy3a LIAehiseR VanEerteP0IOAp(28). T2 NJ G KSA

Integration of Access and Services

Several studies point to the value of 4ocating computer and phone access with legal and other kinds of

serviest providingaccess to technologynd technical supportlongside the help of a knowledgeable

navigator who can assist with various types of seruidated online tasks (see, e.g., Chen, 2017; Dexvir

al., 2018).Libraries (and similar public or comnity spaces) are often highlighted as keys point of access

(Gann, 2019; O'Donnell et al., 2016, citing Hudson, 2012, 2015; Public Interest Strategy & Communications
Inc., 2016)HowevetasL Q@S R @bbv@ daa6} 18aRy reports underscore thdinancially stretched

community organizationshouldnot be expected to take on additional service delivery andégal

navigation roles in the absencoé additional funding and resourse includingprovision of training for

staff. In their discussion of assisted digital supports, Degvil.(2018) discusturther considerations

relevanttoace 2 OF GA2Y 2NJ dAaSNIIAOS K dedstire s6&Fhave uffidieyit GrhedzR A y 3 )
and privacy to undertake the sometimes lengthy and sensitive tasks that digital legal otegssasks

may entail Theyalsodiscus® SY STAGa& YR RAAlI RGO F2AT HPBAL AlYY RERRIGH B
and dte the utility of appointment and documeation reminders(see also Social Spider CIC, 2016)

LY | @FENRFGAZ2Y 2F (GKAA (KSYS:I az2YSeél dziXARE OKZA WK S
services are made available g&atelliteg locations in local communitiesideallyin spacesvhere

people already access help (see, e.g., Fenske &&r@017). For instance, in their discussion of

how telehealth models might assis delivery of legal services to older aduRses et al. (2016)

recommend the establishment of partnerships with local community organizations who could

facilitate access to technology:

for persons without suitable home computing technology, local health care and
community organisations like neighbourhood centres could be enlisted to provide
a private space with computer access where the client can consult with a legal
LINEFSaarz2y X &GFHFF G G(KS&S OSydSa Oz2dA R | 44
dzaAy3 G(KS (SOK30Hp2APEeE owisSa S I os
In theirresearchort K dzo | Y R & LJ2 Féhske and Frad K2Q1LK) &raiphasize that sufficient
and stable funding is key to ensuring efficiency and effectiveWgih.respect to these kinds of €o
locaion and/or partnershipsthe research surveyed signals the importance of ensufingl ¢ G alLJ2 1 Sé
organizationsare adequately resourced to provide not just the technology itsbeliit also
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maintenance, technical support, and technical user assistasmeedd (e.g., Beaton et al., 2016;

CMHABC, 2018; Denvir et al., 20Hies et al., 2016F-urther, access to justice researcimderscores

that many who face multipl&inds of disadvantagwill require assistance that extends beyond the

a021)S 2F £S3rtf SELISNIad 9FFSOGAGS &dzlILIR NI A& (Kdza
& dzLJLJ2 NI G 2 (WinterstéigerF 2015 {ipA 28, See also Pleasence, Balmer, & Hagell, 2015;

Victoria Law Faudation, 2019)

Search Engine Optimization and Discoverability

The research surveyed also discusses online presence and online ounteelache and technical area that
cannot befully addressed in thiseport. Further, the rapid pace at which search engimel social media
technologies change will likely require a constanewaluation of strategies in this areBhese caveats
notwithstanding the literature reviewechere offers some higHevel considerationand examples

Oneseries of suggestiorapparent in the literatureelates to ensuring websites and/or resources

are optimized for the best possible search engine reskd have described above, there exists an
overwhelming amount of legal informatiamline, and search engine queries may not retrggults

that are jurisdictionally relevant, actionable, credible, and affordébbe e.g., Byrne, 2014; Denvir

2014 Hagan & Li, 202®intersteiger, 2015 Based on their audit of google search enginsutes for
common legal issue queries, Hagam Li(2020)suggestkeveralstrategies that could be pursued to
improve search engine results, so that those searching for legal information are more likely to locate
resourcesvhich are most relevant angppropriate for their needs and circumstances.

Some researchn this aredllustratesthe valueof understanding the types afrategies people use

gKSY aSINOKAyYy3I F2N £ S3I (R016)rgsdazchyound pedple seanttingy S Ly 5
for legal informaon online typically used either: directed, clesaded questions; stories with

guestions at the end, or simple decontextualized phrabetheir audit of search engine results,

HaganandLi (2020) first asked lay users to genenaugitiple search queris for selectedt f A F S

LINE o ftdpiesithis resulted in hundreds of queries that could be used to accurately understand

search practices and resultwithout presupposing that searchers will know to include legal and/or

jurisdictional terms in their querg

Hagan and Li alstescribesuggestions for improving information mauip and availability. They

recommend the use of Schema.dmgl &G+ Yy RIF NR & & d S VYt agafooldh¥tladsiptalzl JE € |y :
search engines in understanding htavpresent information orsites in response to particular search

gueries and locations. Schema.avgsalso beerrecommended to improve thdiscoveability of

MyLawB(Tandan & Djwa, 2019Hagan and Li explaimow it works

Legal aid and court organizations could use Schema.org markup to make clear their
jurisdiction area served; the issue areas they serve; \Wimats of services they offer;

and how people can access their services. If they were applying markup to their
general pages, as well as to specific pages with help for particular problem scenarios,
they would likely place more highly on the search resudtges and potentially be

shown in calbut boxes on these pages (2020, p. 27).

25 Seehttps://schema.org
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Additionalexamples highlightetly Hagan and Li (2020) have emerged through collaborative sectoral
STFT2NI & adzOK |a a¢KS +2GAy3 Ly T2 NdbledrusisyGodgh,2 2S00 ¢
and local electoral officeim the US This initiative established a system of authoritative, detailed,-step

by-step and actionable local information that is provided to people searching for information on their

local elections. ThA Y F 2 N+ G A 2y A & RS ARaSbnhirert BoxesNIBX) 6/ 1 SR Ay
search page results; these eallts also flag the importance of jurisdiction, providing a dropdown list

of possible jurisdictions that invite the viewer to consider aneésethe most appropriate optiorA

AAYAT I NI AYAGALI GABS KlFha Ay@2f @SR D223fSQa LINRPRdAzOG A
D223fS 62NJ] SR 6AGK YSRAOIf adzoeaSOG YI &6tk SELISNI &
healthprobBY & O0Sy I NA2 GKI G | LISNBR2Y Apa29.3SihtNO/tihg 3 | 0 2 dzi
LYTF2NXIGA2Y tNR2SOGT (GKA&A AYT2NM2AEREL yLIA&EA (IKSWS RINBI
top of search resultddagan and Li (2020) suggest that samilinds of initiatives could be undertaken

through partnershipsnvolving search engine providers and sectdeakl collaboration among

organizations irthe public legal sector.

¢CFYyRFEY £0198BODREs 2F [! ./ Qa ad[ | édconsideratdrisdthisi S 2 ¥ FSNE
area. To improve the discoverability of that site, report authors recommesgedralchanges ranging

from minor codealterations and changes in heading structut@ adjusting the text included in the

sites various guided pathwaydmong other suggestions, theuthors poinedto particular ways in

which the sitecouldimprove use of keywords, more prominently feature its array of higlue

publications, and increase creksking between the sites providers in the sectdfhile these

suggetions were specific tothat 2019 evaluation oMyLawBCthe broader lessofrom such research

is thatpublic legal servicerpvidersneed toactivelyseek out and applihe latesttechniquesknown to

improve discoverabilityThis is likly to be an ongoing challenge for online content providers given

ongoing rapid changdn search engine technology.

Online Outreach via Social Media, especially Facebook

Another online outreach consideratighat emerges through various studiesncerns tle widespread

useof FacebooKand increasinglyinstagran) and hav these popularsocial mediglatforms could be

better used to provide people with informatidn the online spaces where they already engd&#gsed

on research with those who facevariety of barriers to accessing digital technology in Australia, Chen
(2017)suggests that widelysed platforms such as Facebook Messenger can offecdéstvchannels

for accessing services where a pulblicH connection is provided. Chen suggests tiiat use of

popular platforms also helps to reduce barriers related to digital comfortskiltlbecause many

people will already be familiar and comfortable in using these tdolesearch with streetnvolved

youth, Selfridge states that use of sociddRA I LJX | 0 F2N¥a FyR G§SOKy2f23ASa
(2017, p. 211)Social media marketing (e.g., via Facebook, Twitter, and YouTube) was also suggested in
roundtables with Indigenous women as an effective means to raise awareness and provide

information about human right6CHRC, 2016)

%p223f SQa RSAONARLIIAZY 2F K2¢g GKS& LINRPRdzOS GKAA AYyT2NY
support.google.com/websearch/answer/23649427?hl<as cited in Hagan & Li, 2020).
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Outside general discussion of Ehook as a highly popular platform, there was little detailed discussion

of Faceboolbased outreach ithe other literature surveyed for this reviewHoweverthe fields of

digital marketing and digital communications offer an array of insights and siestégat @nbe taken

up by public legal sector providers to conduct effective online outreach. At the samethienertical

research surveyed emphasizes that such efforts must congiddraughtalgorithmic and privacy

relateddynamics that characteré Facebook and social media platforms more genei@difridge

(2017) outlines the need for workers and agencies to establish safe, private, and effective practices in

relation to digital communicatiarshe furtheradvocates fointer-agencysharing of plicy and practice

in this areaWintersteigerassertsi K ¢ Syl 6f Ay3d Ay ONBI aSR I 00Saa G2 f.
O22NRAYIGSR STF2NI 2y YR 2FFfAyS> (2 KSAHL) dza SNA

An Online Province-wide Legal Resources Portal

In relation to outreach and integratioof digital legal servicesh¢ potential @ £ dzS 2 F -y 2yt Ay S
stopa K2 LJZ ¢ 2 NJ aAy 3t 8meigksasaldindieme thiatysime@ioneédanidirie feports
Several studiesuggesthe useof an app, or alear and simple domaiffior example d_egalHelpBC.€a
that could be widely advertised, recognized as credible, and serveiss-&iendly pathway and/or
directory to assispublic audience@ locating igh quality and jurisdictionally relevatggaleducatian
and information sitegsee,e.g., Fenske & Froese, 2Q05bcial Spider, 2016turm (2017) notes that
this suggestion has frequently emerged within the health sector, where lay audiences face similar
challenges with respect to identifying high quality and credible resources amitregsterwhelming
array of health information available onlifeee also Crosby et al., 201B) research undertaken for
Legal Aid Ontario, participants consistently identified the need for commediapleand clearlydefined
entry points.This was thought tassist people in knowing where to look for help, and to provide
assurance of reliabilitgnd trustworthinesgPublic Interest Strategy & Communications Inc., 2016)
Based on his analysis of Canadian data on legaldaglking, Currie likewise stresses the value of
GoARSE & izénfridndlyentyhaints O HARc > LIP n

In their discussion of online legal resources, Hagan and Li (2020) cite the example of the Congressionally
funded nonprofit The Legal Services Corporation (LSC) which has been fundinbagateefforts to

estalish local websites offering legal information and referrals tpaénson serviceshe authors

specifically highlightwo new centralized websites in the states of Hawaii and Alaska which are being
RSaA3aySR (2 2FFSNI Y2NB [ASHI St bA IBAYHI (52dRIIL02NRTIS S-Call dLdl N
being designed to assist users in making sense of their problem scenario, identify the legal procedures

and options relevant to their jurisdiction, and to connect them with appropriate free ordost

providers who can assist them in completing the necessary {&&kgan & Li, 2020)

This type of solution maye relevantilBCE 3IA BSy G(GKS RSOSYy (NI t Byn&Ra y I ( dzZNB
discussion of PLEI formats and delivery channéimotes that attiudes in the sector vamegarding

GKS aO2YLI NI GAGSt & ydzySNE dza201 p.a8). Chaflengailaffa@NA Yy 3a A Y
perceived to be associatedith ad 2 a3 2pbd&al model involve keeping such a site updated and

ensuring ongoingollaboration across multiple providers. Some also suggest that many different sites, in
varying formats, increase the chaes that people will find information in a way that is tailored to their

needs and interests (Byrne, 201@n the other handwell-documented challenges related tegal
complexity,information overwhelm, search engine functgrand difficulties locating information online
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(see abovepp. 67-69) suggest it may be worth considering how a common domain or portal model
could be implementedh a way that benefits aBCpublic legal service provideasnd their audiences

2 KAfTS FraaSaairy3d GKS LINFOGAOFtAGEe 2N @FtdzS 2F | &Ll
worth noting that any efforts in this area would need to avdigplicaingthe existing arrapf high-

quality resources in / Q& LJd=edtok,idcluding fé Clicklailsite which already aggregates

manysuch resourcednstead, theresearch surveyed suggests thetential utility of a portalmaybe:

first, in actingasahighly visiblegatewag i 2 . / Q& | NINJIddvingRirEreasdsl &a#id2bO S a

existing sites through a singlegll-advertised andcredible online point of accesand £cond in use

of guided pathway and / or triage featuregpresenting lay users with series of questions about

their situation, and then directing theno the legal services and resources which are most relevant

to their needs.

Inonegrassrootcommunitylevel@l NRA F G A2y 2F GKAA& GLRNIIFfé Y2RSE X
Roundtablehas developed a mobieptimized websiteLinkVan.cathrough whichneighbourhood
residents can connect to local resour¢sseFigurel0, below).

FigurelO: LinkVan.ca Homepage

Please be aware that some services may be impacted due to the ongoing COVID-19 response
dp van | Home Search Facilities w
Last updated: Mar 17, 2021
What service are you looking for?
¥ covID-19 >
B} Overdose Prevention ?
(o= Shelter >
Food >
Y° Medical >
[7 Hygiene >
Technology >
5[2 Legal >

SourcelinkVan.ca2021 LinkVan Home.

27 pAvailable atwww.clicklaw.bc.ca/
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TheLinkVarsite focuses on basic services providing access to shelter, food, medical care, legal help and
technology access points, among others. It was able to quickly adapt in the context@DWIEL9

pandemic to become a key public health information hub (Smythes 2n 0 ®  (clga® and simpl8 Q &
interface enables users to select a type of service and view a list of service providers (with contact and
location information, and services details) ordered by proximity and/or opening hiNotably, LinkVan
developeraused open source code that can be adapted for use in other locatiomevan.ca, 2021)

Digital Design and Digital Content

A further set of interventionsvhich are addresseith many studieselate to site and content design.
Once again His is a large and technical area which is not covered in detail in this review. However, it
is possible to identifyseveralhightlevel principles that stand out in relation to the barriers ciéised
throughout this report.

Clarity of Purpose and Audience

One of these principles relates to the tension between a) producing material that is targeted and
appropriate (in level of difficulty, etc.) for particular users and issues, and b) productagahehich is
sufficiently general to help as many people as posgibbeell & McDonald, 2015%5enerally, the PLEI
literature suggests the need to be clear about what kind of material is being produced, for who, and for
what purpose(e.g., Byrne, 2014%orell & McDonald, 201%ublic InteresStrategy & Communications,

Inc, 2016 Wintersteiger, 2015

C2NBff YR alO52ylFfR dzyRSNAO2NB (KS -RITFHSNSIYOR oS
GKAOK AYyadSIR FAY (G2 a0NRBIRSY GKS ¢l NBySaa 2F S
FaaAadl yOSé 6 unwmp Indektardipg)differdntyfypas kf £anidunity2l BoaltEdugafioNJ

and Informationthe same authors suggettat, while selfhelp resources may be of value to those

seeking informatiomjust in case and/or those who face minimal barriers with respect to digital and/or

legal access, in many other situatioBEEI will be best used as a means of connecting people with more

intensive forms of support (Forell & McDonald, 20158 { S6A&S3 aO52y It R SiG If ®Qa
legal seklhelp resources underscores that both age and effectiveness of resources will vary by type

2F £S3Ft LINRPOESYI | yR 0@ -KAISINENS BSEIDEMNI L% OBrSIpe 5yA A S
SFFSOGA®S a | adaNrdS3e G2 SyKIFIyOS | 00Saa G2 2dzad
YARRESQ GKIFYy Fa | &ddzoaddAiddziS F2NJ£S3rf FRAAOS T2N

Practical and Actionable Content

The literature in this arealso repeatedly underscos¢he value of content that is practical and

actionabla meaningthatih & NBf S@F y i (2 (K Sleadgidertifiesia séried®OA FA O A 42
FOGAZ2ya FyRk2N aySE (L adiSasades o EikliSn ressa@iNand in

Ontario focus groups, participants stressed tie=d forprocessoriented andscenariebased content

such as that which includgatactical examples andlearlyidentified actions and next steg€rowe et

al., 2019; Public Interest &tegy & Communications Inc., 201B)cDonald et al. likewise note that self

KSf L] NSaz2dz2NDOSa dignasis tooks, pdricGaFlyriherd tiey held fo Fame a problem as

Wi S3Ff Q3 T2 N¥dzZ | [anf]suppomithoie hibrinSddcisfoashboiit @liatn2edssto be

done nexttoX LINR ANB &a NBaz2f dzi A 27ylInf@rFation &bSut proceS®ikeyNE O H I M P
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ensuring people know what they are opting into (Dertial., 2018), and helpgsers know what to
expect a key element ineducing stres¢Public InteresStrategy & Communications, 1n2016.)

LikewiseHagamand[ A Qa4 o H A H N0 | deBshltdhiglighs thed/alneIOffnfodngtiBimthyaSs
ALISOATAO G2 GKS aSkNOKSNRa 2 dzNJokable andwhtybhildss KA OK A &
legal capabilityHagan and Didudit framework favours online legal resources whictii St f G KS dza S NJ
exactly how a process works, or exactly what the law saysl 2 4 S@SNE y 2 1isSs nato$e | dzi K 2 |
confused with overly sgrific information, that lists out lawyerly details on exceptions, citations, and

SR3IS (Hagarbsals, 2020, ). Additional criteria suggested liye sameframework are reflected

Ay GKS F2tft2¢Ay3 [jdSadAiazyay al2g KStLFdAd Aa (GKS a
ProblemUnderstanding Support to a user, so they can understand the nature of their issue and their

options? Or does it prage Skills dzA f RAy 3 { dzLJLI2 NI Xz &2 (KS& OFry GF1S I
(Hagan & Li, 2020, p. Hinally,the same audit queriewhether a given online resource directs ustr

free or low costs services relevant to their isgbkagan & Li, 2020Based ora differentreview of digital

legal tools in the USandefur et al. (201%ssert that improved coordination arttle relaxation of

certain conventiond y G KS fS3Ff ASO02NJ I NB ySOSaalNE a2 (K
assisting userwm takeaction on justice problems by automating some kinds of tasks.

User-centred Design

An additional, highevel principlehighlighted in the researcis that of usefrcentred design, which

emphasizeshe need to design both online and offline servige®icesses, and content from the

perspective of users entering a service environmastopposed to from the perspective of the

institution / service providerCurrie recounts onetudyin which the legal resources examined

contained too much general legaformation aboutlaws and legadystens, as well as the mandate

YR FdzyOGA2ya 2F (KS |3a20AFGSR AyadAaddzinzyaod Ly
2POSNEKFIR2g GKS 202S00A J0OpSossH (201 KttessdzdhdtMbilé OL2 dZNKE S > H
and most other dispute resolution bodieshave been designed by and for lawyers rather than

clientssRSa A3y G KAy A ydafinifioy ta & EttoRdzI0f IINIRAS ®&¢ 2F dzy RSNA G|
ecosystem of services and the problem(s) as experienced byduseés¢ KS F2 Odza 2F RSaAdy
dza | o6 KSbskir, 2047, p. 88, p. 89, p 91; see also Victoria Law Foundation, 2019)

A further characteristic of this approachits orientation to practical learning via prototyping and early
andongoing testing with users (Sossin, 201§)2 8 A Ay Q&4 RA a4 0dzaaAiAz2y 2F GKS | LI
administrative justice in Canada overviews a numbeatesignthinking pilot initiativeg for instance the
development of a Track My Life app that helps youtheword and access their personal information; a
Court Messaging Project that enables courts to send automated messages with reminders and tips to
help selfrepresented litigants; and several initiatives that have entailed the redesign of lengthy court
formsto produce a visually clear and easyunderstand format for use by nelawyers(Sossin, 2017)
Elsewhere, researcherasers, and advisor®-developeda prototype elicitation diary app designed to
help disabilityclaimants document their daip-day exgriences in a way that could generate effective
arguments and evidence for thadisabilityclaims(Watson, Kirkham, & Kharrufa, 2028ptably,this
disabilityclaim diary was also offered in paper form, reflecting awareness that many who could benefit
from this tool may face barriers to using it onliraurther, the diary app was designed a tool to be

used in conjunction with help from a knowledgeable advistmr instance, through prompting

discussion of issues that might otherwise be mis@¥dtson et al., 2020)
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As this latter eample highlightsit@ important to acknowledge the limitations of design thinkimg
cases where it focusem innovation as an end-and-of-itself, andor on technical / technological
solutions, rather than ol K 8iedd@nd true in-person approachethat remain vital for some users
C2NJ Ayaidl yOSI A addsignaninkirg axerflse deGeipingah®eyaludng different
types ofdigital selthelp tools for use by those facing legal issues in traffic court, es@ressed
interestin some of these toojssbove all, however, what participants most wanted was help from a
legaladvisor(Hagan, 2019)

Sossin notes thatsaa partial corrective tthe technologycentric focus of design thinkiras it has

been applied within the legal sectar 4 2 Y S 2 NH I v 2xebl o dckeBsyfajustReSaReXodusing

2y O2KSNAYy3I IyR O22NRAYlFGAY3 GSOKYAOFft &adl yRINRAX
reproduce and exacerbate many of the current dysfunctions in the justice sf{gtemo H A MT X LJD® H U C
More generally, howevethe issues described throughout this report make clear that even the most
well-designed and usecentred digital resources will remain inaccessible to some users.

Triage Principles and Guided Pathways

lf2y3 GKS &l YS f Ay S tigge ang Rideepathwayghackies arésScBmntody?2 @ S ¥
highlightedin the researclas promising techniques through which to assist people in locating and using

the resources that are most relevant to their issues and ne€ls.idea of triagsimplyrefers to he
GSTFSOGUADBS OKIyyStftAaAyd 2F LISgdishyR Conmunicatidrk, 8. a SNIIA O
2016 p. 13, citing ACAJCFM, 2P18 their discussion of best practices in PLEI delivery, Public Interest

Strategy & Communications, I(2016) exins:

An effective system of triage will determine the needs of the user, and pose
questions regarding the urgency of the problem that may help indicate the level of
distress a user may be experiencing. This approach can in turn be used to prioritize
the resources to which they are referre@Rublic Interest Strategy & Communications
Inc., 2016)

Denviret al. (2018)describe hownew digitalby default UK court systems have proposed to use &iag
tools to establish whether assisted digital support will be required, and if so what type.

Guided pathways have emergad a promising modef digital information and service delivery
through which to implement triage principleGuided pathways refeio usercentreddesign

approaches that guide users interactively (via a series of progressively more specific questions and
options) through their issue.dérsthus move through the tool and their issuedrstepby-step way,

from problem diagnosis to soliain. The stepby-step approach of guided pathways is thought to be
especially helpful for clients who face barriers to navigating legal systathfr those with only a
general understanding of their legal issue. Guided pathwayd@be simple, unclutteed, and

coherent in terms of their organizational flaand layout(Public InteresBtrategy & Communications,
Inc, 2016 see also Wintersteiger, 2008 KS&4S FSI GdzZNBa AGRAYAYyAaK GKS ydzy
NEIljdzA NER (2 YI { S¢ tolstlessedHebiBersiméndzathe&Ruifli€ IfitdredBidategy

& Communications, Inc2016, p. 18)

As in the US Legal Navigation Propamples described by Hagan and Li (abpv@4), these
approaches a&n be appliedwithin specific tools as well as in the context giatal. In the former
category| ! . A®BlI 6./ YR GKS ./ [/ wt Qexanmplesivhittiate2eyywdl-E LI 2 NB N.
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regarded within the legal technology fieg{8mith, 2018, 2019; Sykes et al., 2038a)iter and Thopson
(2017)describe how the BC CRT Solution Explorer seeks to avoid unnecessary costs and conflict by
guiding users towards alternative and early forms of dispute resolution wherever possible.

In the latter category, Sandefuretal. 20) LK &A1 S G KS @I f ds®p@RF2 U LINE & LIS
legal portal that:

Oz2yarada 2F | yFddz2NI € €Fy3dzr3S AYyiGSNFI OS GKI @
life situation, offers possible routes to solution, and then facilitates taking action

toward a sdution by compiling evidence of a complaint and creating or filing a legal

document with a court or other agency (Sandefur et2019, p. 7)

Further discussion and promising examptégriage and guided pathway approache® provided in

the 2016 bestpractices review undertaken on behalf of Legal Aid Oni@idlic InteresStrategy &
Communications, Inc2016)as well as the numerous legal technology reports authored by Roger Smith
(e.g., Smith 2018, 2019t the same time, Wintersteiger (2015) deibes how these various kinds of
interactive and guided technologies can not simply be transplanted across uses and jurisdictions;
instead, they must be designed in reference to Idoalling and service deliveppntexts.

Accessibility and Ease of Use

Muchadditionalresearch discusseafesignrelated interventions relahgto guidelines on accessibility of
which only a sample can be addressed here. These considerations relate to, among otheetsags,
use and navigatiorsimplification of processeplain language, audio and video content, and multi
lingual content(see, e.g.Byrne, 2014; R.Malatest& Associates Ltd®2019 Watson et al., 2020In
Ontario focus groups, participants also expressed a preference for content that wagvéssab text
based), with appealing design, colour and imagery, and use of larger font (Public |6teatsty &
Communications, Inc2016).0Offering information in a range of formats (including audio, video, and
graphic visual aidse.g.,images and digramg is known to assist those with literacy challengébén,
2017; Public Interest Strategy & Communications, Inc., R&ESed on research with those who face a
variety of barriers to accessing digital technology in Australia, Chen flatlvericates ffering
multilingual support on digital platforms, including audio and #eatsed translations that are accurate
and culturally relevant, sawell agnulti-lingual live chat feature€Chen, 2017 While the delivery of
content in plain language is vital those who face language or literaoglated barriers, all users benefit
from information that is clear andasy tounderstand (Chen, 201 Denviret al,, 201§.

At the same timesome of the same reports note thaiulti-media content places greater demand
bandwidth and should thus be carefully considered in relation to issudataflimitsand internet
bandwidth constraint4Chen, 2017; Public Interest Strategy & Communications,20&6) To better
support those with poor or unreliable internet acee€hen (2017) suggests that digital forms should
enable autesaving, and/or should be made available in downloadable and offline foriDatsgn of
content also needs toompatible with older technolog§Taylor & Packham, 2016)nd toconsider the
increasing number of users (especially those with lower incomes) whose primary method of internet
access is via mobile phofByrne, 2014; Finlay, 2018; Sandefur et al., 2019)

InAustralia/ KSy RSAONAOG06SA K2¢g aQ3aSGiGAYy3T t2adQ 2y RAIAG!H
f2NJ O2y adzYSNB 6K2 | NB y2i 7Tl YA fLikewibdnder digusdoff 6fA yS A y (i
best practices in the delivery of PLEI, Byrne emphasizamfi@tanceof effectivecontent
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YIEYylF3SYSyGy dadGKS 2NBIF yAT fnotindry impofantfh&nShe &olutneSof A & | & A
O2y 4GSyl X945 635Goadipiadices ithis area include the effective use of headings,

categories, tabs, breadcrumb trails, and links with scroll over titlessist users in understanding

G KSNBK /KSNBE 61 a LK gKSNBE OlFy L 32 ;séaNdChenNB Ay T 21
2017). Chen(2017)alsonotes the value of using universal and intuitive symlaslsisual indications of

where to go for additional information or assistan@éell-designed and functional website seaych

saving, and printingeaturescan also be key to improving navigability and usefuliiBestrand &

Paetsch, 2016; PH1 Research Inc., personal communication, March 11, 2021)

Numerous studies underscore the importance ogering that digital legal resources adhere to Web

Content Accessibility Guidelines (WCAG) 2.0, which indicate whentiee content will be accessible to

a wider range of people with disabiliti€€hen, 2017Denviret al, 2018) In one audit ofover 2M

websites of higher education institutions in the US, Taylor and Burnett assessed each site based on
GKSGKSNI I LISNAR2Y dzaAy3d aONBSy NBFIRAy3 (SOKyz2fz23e
with instructions on how to apply. Interestingly, thethorsfound that five typesf errors accounted

for 85% of the problems they identified acraabsites.Among these were Level A 1.1.1 errcekated to

noni SEG 02y Syl 6adzOK Fa LINWiiE&EEE D2y deSy2aganinyyld K&
should always contain text that tells the user whattheibS EGi O2y i Syd A& | yR K2g
(Taylor & Burnett, 2019, p. 12)

In the same study,dditional errors fell within the category of Level A 1.3.1 (Information and

relationships) and pertained to how web elements (such as text, images, hyperlinks, menus) are related

G2 SFOK 20KSNJ alyR ¢gKSGKSNI KS 6S0aAi @rSandmpwiol Aya S
VI@GAILGS FTNRY 2y STagolr &BGSBaft201§212)iiGKhSr cofmEneniefrorsavere

Level A2.4.4 (Link purpose) errorgthich mean that users would be unable to determine the purpose of

a link from its textbased descriptionThe fourth type ¢ frequenterror identified by authors were Level

A 4.1.2 (Name, role, value) errors which relate to:

how web elements are described to the user and whether or not the website

contains enough information for the user to understand howrtieiact with the

element and if the element requires interaction to complete a certain process. For
instance, if a webpage contains a checkbox, and the checkbox needs to be checked in
order for a user to navigate from that webpage to another, the webpdugeilsi

include enough information to tell the user to check the checkbox and whether the
checkbox has already been checked or fi@ty{or & Burnett, 2019p. 1213).

Thelastkey errorcategoryidentifiedA y ¢ I @ € 2 NJ I YR . dzNJ S (i (Resize taxi) dzR& ¢ S NB
errors. This guideline requires that-@ereen text can be resized to up to 200% of its original size,

without the use of assistive technologgeyond these most common five groupings of errors, other

issues related to oiscreen videos whiclacked captions (Level A 1.2.2), web page colour schemes that

lacked sufficient contrast (Level AA 1.4.3), and failure to ensure that all content was accessible through a
keyboard interface or assistive technology (Level A 2(Tadylor & Burnett, 2019) & L Q@S y 2SR | ¢
Chen (2017) also stresses the importance of WCAG guidelireeshing flashing content, avoiding

CAPTCHA verification, and using easgead fonts and colour schemes I € f 2 NJ I YR . dzNy S G Qa
illustrates how, despite that WCAd@Bidelines are weknown andmany arerelatively simple to

implement, the accessibility of sites is frequently compromised through failureegorethe

3 dzA R Scorsistéhtzagplication
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In their consideration of best practices in PLEI delivery, @UuitkrestStrategy & Communications, Inc.
(2016)outlinesseveralguidelines that may assist the delivery of PLEI to stressed learners. Given the
impacts of stress on learning, the authors suggest that efforts to reduce stressh(gggh inperson
support) prior toreferralsto selthelp resources may bolstesergabilitiesto access, retain and later
apply that informationOther suggestions to support stressed learners incltie delivery of PLEI in a
way that supports people in making appropriate connections to-weald situations and ensuring that
users are provided withp-front information about whato expect (e.g.in terms of expense, time, and
complexity)within a gven processThe same authors alsmte that stressed users may struggle to scan
for relevant information, which can lead to abandoning use of a tool; this suggests digital resources
should incorporate easy options through which a user can find suggdortinstance via a live chat
option or phonebased supporfPublic Interest Strategy & Communications, ,|26016)

As in the casef new online court systems being implemented in the UK and \Wdlesccessibility of

online legal services @soenvisiof) SR (G2 06S Syl o6f SR GKNRdAAK (KS LINEJA.
& dzLJLJ2 tNedin&ténce phone, webhat, and facdo-face assistance (Dent al.,2018 Fenske &

Froese, 201) While these modes of assistance may indeed assist some users in being ablefiio ben

from digital legal resources, there remain limitations associated kgdth phonebased and online chat

formats, which may significantly impact some usees(above, p. 79-80). Both Finlay2018)and

Denviret al. (2018)stress thatadditional workis needed in this are@ inform effective design and

delivery ofassisted digital support®envirS (i (2@18)dpaysis makes clear thtitat such supports

need to be adequatelplanned andunded and notonly implemented asan afterthought.

Cultural Relevance and Cultural Safety

Ensuring that content is culturally usefudlevant, andsafe is also commonly identified as of vital

importance for Indigenoussers and other§Beaton et al., 2016; Chen, 2017; McMahon, 2020;

O'Donnell et al., 2016; Reedy, 2019; Singh et al., 28h8ed a review of health sectorsearch, Sturm
(2017)notes that webbased information which is culturally relevaappropriateand specific to

Indigenous audiencds more likely to be viewednd usedy that audiencelt is important, however,

that suchcontent avoids homogenizing répa Sy G G A 2 Y62 NABAYLIH Y bl GA GBSy Saaé
by and/orwith the specific Indigenous communities in question (Sturm, 2017; see also McMahon, 2020;
hQ52yyStt ShijhetaD®Z6HnmMt 0 PRAAOdzaAA2Y 2 FtioideivisedzNI f &
emphasizes the importance of community involvement in resource development to ensure that

messages, translations, and modes of deli\# & LJ2 Y R (1 2 n€easY Y da| SV QKA @ HnH O
RAaOdzaaA2y 2F LYRAISY2dza stshat kb Santent Ihadld Gsa: &asel 2 (1 K S
based examples that are specific to Indigenous Peoples; short videos to illustrate the process; and a

guide to walk people through the proce$3ther researclpoints tothe value of technologies that can

be used to suport relationshipbuilding, meaningful conversations, ansbdesof service delivery that
incorporate local languageand traditional practices and ceremofjones et al., 20%¢ Reedy, 2019)

Co-Design, User Testing and Evaluation

Research on digitalesign and contenalsoemphasize the importance ofto-design,user testing, and

the meaningful collection of data to inform evaluation and improvement of digital legal {Gbksn

(2017)highlights the need for ongoing collaboration and feedback from those who will be users of

digital legal toolsstressinghatcoRSa A 3y dakK2dzZ R 6S3IAYy Ay GKS SINIé& R
government platform as retrofitting community aessibility features after the platform is launched can
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cost more and cause disruption to [users] (2017, p. B&)isdiscussion of digital legal technology,

{YAGK RSAONAGSAE K26 2yS RAIAGIE £S63Lf GSPK RSHSE 2
f 2 O tisktény dép testing stations in community spaces (e.g., a toalBach different user groups in

spaces where they already gathergimith, 2018)Hinderer Sova and Nielsénd) offer a long list of

GOGALIA YR GNARO1 &¢ FulaNiityStkdrs: The sameiakithoys Aamé treekeyy R dzO (i
elements for user testing namely: 1) solicit feedback from representative users; 2) ask them to

perform representative task$; Y R o 0 & & Kdzi dzLJ | yirRheif réview aZBLENE R2 (G KS
delivery best practices, Public Intere&drategy & Communications, Irsuggests the value of interactive
assessment tools that enable users to offer their comments about the usefutféle resource, and

also enablsthem to flag technical problem®&(blic Interest Strategy & Communications, ,|12016).

A rumber ofstudiesparticularly focus on the need for evaluation in relation to new online court systems
(Denviret al, 2018; Finlay, 201&kyes et al., 2020n the Canadian context, Salyzyn et(2017) have
demonstrated the need for robust testing of court formboth online and offlineWriting about online

courts in the UKEinlay (2018) stressdise need for eneto-end pilots of online justice services such that
feedback heard at later stages can also be used to inform improvements at earlier states of the.process
Finby (2018)further emphasizeghat online court providers should think carefully about collecting and
making available the widest possible range of data to support research and evaluation of these systems
by external experts.

BothDenviret al. (2018 and Finlay (2018) alstress the importance of evaluation in relation to

assisteddigital supports Denviret alQ @mments on this topic suggest concern that many of the

proposed evaluation metrics proposed in od&pilot initiative reflect more conern for service
GSTFAOASYOee¢ o0YSSGAYI AYUSNYIt (LikeWiSeTRAklay(04a8) G KIy 7T
emphasizes that assisted digital supports must be tested with specific attention to the experiences of

those who face multiple barrietsfor instance, those who experience homelessness, those who are

detained, and those in rural and/or remote areas with limited internet service.

Byrne(2014) along with many othergmphasizes the importance of linking evaluation practices to

clear objective and audiences identified in relation to a given resoufce.instance¢ | Y Ry 3 526 Q:
(2019) discussion of evaluation in relationth@ guided pathways dilyLawBC offers a useful discussion

of potential outcome measures related:toser behaviours (e.g. how many start or abandon a guided
pathway);useractions (e.g. number of downloagsind userattitudes (e.g., level of difficulty, reported

success, and iMingness to return to the resource agaiiihe same authors suggest a caeimpact
GO2YyOPSNEAZ2Y FdzyySté | LIINBIFOK G2 S@Fftdad GAy3a RAIAGE
experience in locating, using, and benefiting from the digital tddcy 2 NRSNJ G2 Fdzf ft &8 dzy R
conversion funnel, begin tracking why visitors come to MyLawBC as well as why they exit and what

FOGA2ya I NB il (TaBdén &Dja,2018, K.8® SEAG ¢

Robust Privacy and Security

Finally additional research emphasizes thiat cases wheraserdata is collectecnd storedas fart an

online legal resourcdigital legal resourceseed toenactbest practices in the securerivate, and
ethicalmanagement of dataThis igarticularlyimportant considering heightened debate over data

security in the context of decentralized clobdsed storage platform@hen2017) In its recent report
ondisaggregatediata,. / Q& h¥FAOS 2F GKS [ dzYly wA3IKbGa /2YYAaaAa
recognized Five Safes moaéldata privacy and security; the model emphasizes how data managemen
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aK2dzE R SydlFAf a{FFSY t S2LX SICankRPErQ)R®RE p.5Mhé I = { SG i
same report underscores theeed to extend the kinds of protectisrafforded to personal information

to de-identified data as wellit further recommends robust practices of Privacy Impact Assessment that
consider potential for both individual and community harr@a(ner & Perry, 2020).

Other principles relevant to theollection, storage, use, and disclosure of data include the First Nations
principles of Ownership, Control, Access, and Possession (OCAEs®) principles are rooted
awarenes®f howresearch and collection of data about Indigenous people and contiesities often

been undertakerin the interests otolonial, exploitative and racigistitutions. OCAP® principles

provide a framework through which First Nations are enacting their inherent rigltate sovereignty

and ensuring that data initiatives mimizeharms and maximebenefits for Indigenous people and
communities(The First Nations Information Governance Centre (FNIGC),.2019)

Conern for privacy and security mosbviously appesin cases wherdza SNE Q LISNE sy f Ay T 2
collected and stored as part of an online lewall or servicehowever,these expanded understandings

of data security and stewardship also apply to data that will be stored, used, and disclosed in aggregate

¢ such as for purposes of evaluation and measuring outcoMese broadly the Digital Justice for BC

Working Groughasemphasized the need for a humaights based policy framework which addresses

not only equity and access, but also issues of digital privacy and surve(lzigital Justice for BC

Working Group, 2020

Enhancement of Offline , One-to-one, and Complementary Supports

Finally, within many bodies of research, a crosing series of suggestions strahe need to

preserveand enhancdaceto-face, and other offline and personalized channels for serd@ery

and assistanceg KSGKSNJ Ay GKS F2N¥ 2F 1y2¢fSRASIHo6tS NBTFTSNI
intensive forms of advicés is described throughout this report, numeraadies echo the findings

of Crowe et al., whee researclparticipants consistently expressédLINE F SNBy 0Sa F2 NJ KdzY | vy
AY GKSANI AYTF2NYIE GA 2 ynteEdnds dedSofii@érice récaivedifitbia LJ® M Mo 0 ©
knowledgeablénhelpe or navigatowho could walk users through processes and identify next steps

was crucial in helpingeopleto feel reassured and less overwhelm@frowe et al., 2019 hesafety

and predictabilitythat can becultivated through trustedempathetic,culturally knowledgeable, and

processbased guidance is especially vital for those impactettdayma (McCalum, 2020; Perry, 2006;

Walkem, 202Q)

Basedbon research withdiverse groupsvho face a variety of barriers to accessing digital technology

in Australia, Chen (201#)ghlights a commohJNE F SNBYy OS T2 NJ aKdzyly Sy 3l 3sSys
more complex forms of issuels. Ontario focus group research,rfaipants were interested in online

legal resources, insofar as these were offered as one option among other types of suppdits (

Interest Strategy & Communications, In2016).In a recent submission on court access and mental
health, the Australidd 8 SR *AOQ02NAI [ ¢ C2dzyRIFI A2y iRSAONROGSE K
court programs (e.g. navigator schemes) to help guide peofiieough what is often complex and

stressful processes that they typically fgale]inaccessiblé 0 + A Ol 2 Natidn, 2019, @3).C 2 dzy R
Further,an important overarching insight is highlighted by the authors of one health sector;study

these researchersaution thata predominant focus on mitigating barriers to use of digital tapoly" |- &

0S AYIROSNISyidfe LIXIFOAY3I AYRAODGARIZ f NBaLRyaAiAoAf Al
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experiencethe greatest disparitie§Antonio, Petrovskaya, & Lau, 2019, p. 8Aljocus on the use
andusabilityof digital tools urge the same authorshould not distract from therucialimpacts of
the socictechnicateconomiepolitical contexs whichlay at the root of inequities and which
necessitate structural and polidgvel interventions.

In line with the issues discussed throughout this repavesal studiesinderscore that somgroups
of people are disproportionately at risk of being excluded through digialefault approaches to
legalservice provisionBased on their review of international legal needs survey reseRiehsence
and Balmer observe:

Men, young people, and those with ppEnglisHanguage skills, lower levels of
education, mental health problems, the lowest incomes, as well as those living
outside major cities were more likely than other respondents to uggerrson visits
as their only means of seeking assista(@®19b, pp. 144145)

Chen(2017)alsostresses that igperson help may be especiatlyucialfor those who speak languages
other than English, people vhitdisabilitiesseniors,and those who face connectivity and/or affordability
barriers.Likewise, based on her study examining the legal-selgking practices of older adul@envir

et al. (2014note that:

2 KAfald GKS wez2dzy3a 2tRQ gAff dziAftA&S GKS Ay SN
websites which are tailored to their needs, those individuals at tderoénd of the

age spectrum may best be served by continued access tetdaiaEe or outreach

advice. (2014, 70

On the wholethe literature illustrates howdigital resources have high value as part of a suite of options

that should be made available2 LIS2LX S Ay gl eéa (KI-dzZLE KBl §RY B LRINE (1IN
in relation toLJS 2 L3ftuatioiand need§Chen, 2017; Forell & McDonald, 2015; Kahlon, 2017;

Pleasence & Balmer, 2019b; Pleasence, Coumarelos, Forell et al., 2014; Wintersteiger-aslband

a 052yl f RQ &ited madehfpriunderstanding different types of Community Legal Education and
Information offers a typology through which to consider technology use in light of the diverse needs of
different audiences dependingon the nature and urgency of their issue legal issue, and the extent of

the barriers they may face. In cases where usegssaeking informatiombout an issue in advance

0 & 2 dza (i 1 dsys somktiin&sdrue with respect to preparing a will, or for educational resources such

as those designed for students or for training trusted intermediariasd for audiences who face fewe

OF NNASNESZ GKSNB YI& 0S Y2NBE a02LJS F2N) dzaS 2F RAIA
GAYSZE F2NI gK2Y GKSANI £S3rtf AaadzSoauv O02yadAddzisS |
described throughout this report, Forelhd McDonald (2015) caution that there is less scope for

technology use due to the importance of human support and relationbhifaing.

Related to thisseveral reports offer the specific example of videoconferenasig mode of online

service provisiomhrough which itmay bepossible to leverage digital technology beneéitel also

offer access to onéo-one, personalized support and guidandéhesestudies have documented

interest in and/or benefits of telehealth 1 @ £ S a4 St S f I éuser ghoBpe,Jhal@iBa T2 NJ RA ¢
residents of remote Indigenous communities, survivors of violence, people with disabilities, and

seniors(Fenske & Froese, 2017; Jones et al., 2017; Prochuk et al., 2020; Ries et alH@@&6gr,

accessibility considerations (e.g., relatecctmnectivity speedbandwidth, device affordability, digital

skill and comfort, and privacy) obviously play a pivotal role in determining whether, how, and for
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whom videoconferencing is appropriate. Once again, the virtual legal, dinitib and spokemnodel
described by Ries et al. (2016) (abgve91), mayhelp toincrea® access to videoconferendssed
legal serviceand support

More generallyForell and McDonald (2015) highlight the need to treat various forms of PLEI as

resources thatould andshould be integrated with more intensive forms of assistahdeDonald et

al. (2019) cite useful insights in health sector research, where studies have shown that patients are

better able to comprehend healthcare information when it is delivered through a combination of

verbal and written instructionsIK S & I Y'S  ralgigi d€ AustEal@n survey dathows how

reported legal problem outcomes were improved when advisors provided a custom set of resources.

Asin{ @81Sa Si I f ®Qa (abomedps), Wintersteigerempidsizes thaxdfier UK

adzNBSe RIGE daadNey3dfte adzaasad GKS O2yldAydziy3a AYLR
f S3AIf LINE o {29 Yikedvisein wontrast I thasédwho arguthe need to keep users in a

GRAIAGI tFinayagRaS EKS oSy ST AGRAI WS KIMANHAIIAOK é  { KNP dz3
dzZASNER Oly 0SS adzLIR2NISR (G2 aY20S 4sAGK HFfaeéeS o0SisSSy
assistance, and pape(2018, piv).

All'in all, eclearoverarchingnessagdrom the literatureis that digital legal resources and services

should not be regarded as stafadbne and/or cossaving substitutes for more personalized and

supportive kinds of legal helgee espciallyForell & McDonald, 201¥ahlon, 2017Public Interest

Strategy & Communications, In2016. As legal technology expert Roger Smith has put it,

GG SOKy2t 238 OlFyYy &dzLJLX SYSy (G o6dzi y2IhgehazdhE I yi LISNE?2
combired literatures on digital equity and access to justice highligat many barriers to online

participation occur long before someone ends up onligrther, many of the same groups who are

most vulnerable to legal issues and most likely to face unedqueass to justice, aralsothose who

face thegreatestbarriers to accessing resources onliBecause issues of digital exclusion are

structural, systemic and complgkey cannot be resolved only through better digital design.

Taken togetherthe research in tleseareas underscorathe need to treat digital legal resources

as complementary as part of a spectrum of services and resources that may be effective for some

peoplebut not forothers, and which may be most effective when used in combnatiith

supportive traumainformed andrelationshipbasedassistance.
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