
Appendix 4: Illustrative micro-narratives on areas of impact arising from COVID-19 situation.  
Supplemental narratives for Table 1. 

Illustrative micro-narratives 

I. Increased Intensity of Needs

1 One man tested positive for COVID-19 and followed public health restrictions. He called his 
employer - employer recommended he stay home for 2 weeks, and come back after with doctor's notes. 
When he went back to work, they informed him that he needed to check-in on a daily basis to be 
eligible for sick pay ... he did not know this and was in serious financial difficulty as a result of 
employer refusing to pay on a technicality he did not understand. 

2 Yesterday, talking with a broker, she shared that even though she was on the line with clients, the 
worker from Alberta Works insisted on getting different interpreters from the respective communities of 
the clients. The clients themselves had difficulty understanding the interpreters. and the necessity of 
how long everything took. One of her clients asked the question, Is this how the interpreter gets money, 
by making it so long? The client was reapplying for Alberta Works, and although the broker could have 
easily provided a file number, and all the information would have come up - they insisted on going 
through spelling the clients name G as in George ... etc. The broker was instructed not to speak - and 
in the middle of the call, the client was pleading with the broker to take over the interpretation. Later a 
worker called a broker and without even looping the client in - took information directly from the 
broker - knowing that it would be swifter. There is serious inconsistency, but we super appreciate the 
latter's practice, and of course, have no issues with looping the client into calls and providing verbal 
consent. It seems those most insistent on CANtalk interpreters are calling from (403) area codes. The 
tragedy is that if the broker did not stay on the line - the client would risk being told they are ineligible 
because they cannot adequately explain their situation. 

3 Participated in a round table with other organizations to talk about Technology accessibility in this 
pandemic. We all seem to be dealing with similar challenges with our families when it comes to going 
digital. A lot of our clients have no access to laptops or computers in their home, most of them relying 
only on an outdated or broken cell phone to stay connected. If they were lent a Chromebook from the 
kids’ school, they only had access to one device with some families having more than one child. 

II. Increased time and skills required to support families

4 At our semi-annual meeting of all of the Brokers involved in child intervention cases, we discussed 
how to pursue the best cultural brokering work with heightened restrictions of no in-person contact in 
most situations. Our 40 plus colleagues identified how the essence of the Brokering practice is to be 
able to be the best companions for our families in vulnerable situations is our capacity to be fully 
present, to listen deeply and to help families stay hopeful virtually. We spoke about the need to enhance 
this area of competencies. We also recognized that COVID-19 changed our competencies in that we 
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need to do cultural brokering with much better technology and digital literacy. We all need to learn to 
be more able to do cultural broker - liaising, providing cultural guidance, mediating conflicts and 
catalyzing change between families and child welfare or legal justice systems using the most relevant 
technology with competence. 

5 The MCHB Co-op is successful in leveraging some funding from the last round of the federal 
government's COVID-19 Emergency Response funds. We will be focusing on developing a prototype 
re: helping families with limited access to technology and digital literacy skills to have the needed 
technology and capacity building. This would include support for these families around children/youth 
education as well as parents access to benefit programs & other essential services through technology. 
We will take this opportunity to develop a network of others who will help us to continue to have 
needed technology available to marginalized families, as well as collaborations with colleagues at the 
U. of A [University of Alberta]. within the Education faculty and department of communications &
technology to involve students in being effective education tutors for children/youth's education, as well
as develop relevant curriculum and learning strategies around enhancing digital literacy parents and
grandparents.

6 The Federal Government's Emergency Community Support grant had a second round of receiving 
proposals from organizations to respond to the continued challenges within communities, resulting 
from COVID-19. A core team of us decided to submit a proposal that looks at enhancing the 
accessibility to relevant technology and digital literacy within many of the most vulnerable families 
tied to children and youth's education, overcoming social isolation & mental health deterioration of 
community members, particularly mothers and seniors. We are creating unique partnerships with a 
colleague in the Faculty of Education to train Education students to be Study/home work coaches, as 
well as the Academic Director of the Communications and Technology Graduate Program at the U. of 
A. to his students research digital literacy curriculum relevant to cultural diverse community members
with little or no existing digital literacy.

7 I have been waiting for days for a call back from Alberta Family Court Assistance Program office. 
Someone called me this morning while I was in another meeting with CFS. Told the lady that I will call 
back and tried to get her name. She did not give me her name and direct phone number. She said that I 
should just call the main phone line. After my meeting, I called back hoping to talk to the person who 
called me earlier. The reception said that he doesn’t know who called me. What he can do is to put me 
on the request for call back and wait for another person to call me back next week. I was calling on the 
client’s behalf who badly needed to talk to a court counselor. I was so frustrated for the very poor 
customer service I received from this government agency today. 

8 A family where there are 9 members 5 of whom have diagnosed developmental disabilities, and the 
dad has a terminal disease. FSCD [Family Support for Children with Disabilities] agreed to reassess 
the family to see if they could qualify for a higher number of respite hours for the two youngest 
children after a case conference involving multiple systems. This meeting had been cancelled at the last 
second previously with FSCD not realizing how much work the brokers do to get the family ready to do 
a virtual meeting. But finally, it took place. This family also has an open file with Children's Services, 
and it was heartwarming to see how kind and gentle and loving the father is with his kids. The meeting 
was scheduled for an hour - but took at least 2 hours. (the time and advocacy to set up the meeting took 
probably more than 20 hours of MCHB work but much of it is invisible). The broker was wonderful in 
doing the relational bridging and cultural interpreting. We are keeping our fingers crossed for a 
positive outcome with this reassessment. On a positive note the respite hours ran out because of 
increased need during COVID - but because of ongoing relationship building and collaborative 
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practice with FSCD the FSCD worker requested bridging hours without us needing to strongly 
advocate! 

9 Family was super anxious about sending their children back to school, they had no idea how and 
where to get help to understand the current guidelines to keep their family safe and healthy. The first 
person they called was the broker, they asked the broker many questions and concerns that they could 
not communicate or share with anyone else. The family got the information they needed through the 
broker because every other source of information was not accessible to them due to language or 
technology barrier. 

10 Early last week our Intake colleague got a referral from the Surveillance Centre at AHS to support 
a family tested positive for COVID-19. The information provided by the AHS was so incomplete that we 
could not re-located the staff member from AHS who contacted our Intake colleagues. Our Broker 
colleague make a series of 3 calls and had conversations with different AHS staff there with little 
success in finding the colleague who called originally. A Nurse from the centre finally called on 
Thursday to indicate that she will try and figure out what has happened. We also sent an email on 
Friday to the Chief Medical Office asking for guidance on establishing a formal protocol for effective 
referrals and intake between us and the Centre. 

Single mom - diagnosed with COVID - she and her son in isolation. No relatives, no friends. Mom so 
sick she could not cook. Broker cooked for her and dropped to her door. Mom so disoriented had 
difficulty finding food on the porch. 

11 A team of 14 of us met with a core team of management colleagues at Alberta Works for the first 
time after many years. They invited us to share with them the set of challenges we have been 
encountering in helping our community members access Alberta Works (income support) with all 
processed going on-line and remote. Our team shared a set of challenges particularly during COVID-
19 of Alberta Work colleagues. One core issue being that the current processes don't allow of our 
essential role as Cultural Brokers being recognized and supported. That we are way more than 
interpreters, as cultural brokers we are ensuring optimal mutual understanding between the community 
members we serve and Alberta Works colleagues to ensure equitable access to the support the 
community members need. The lead for the Alberta Works colleagues promise to work on this and 
other challenges raised by us. And we are to meet once a quarter to stay in touch for collaboration, 
and to email this lead colleagues in between time if we have case-by-case challenges. We will be 
meeting in February 2021 to continue this collaborative approach. 

III. Increased time and resources to support community understanding of COVID-19
information and to manage impacts of the pandemic

12 At the team meeting of the Brokers who provide outreach support to seniors in 11 communities, 
there was a lot of concern about the growing number of individuals tested positive as well as more 
deaths within the communities. There is a deep desire within the team to bring more effectively 
message about COVID-19, how to keep safe and how to respond once a person is tested positive. We 
talked about needing to be even more equipped to bring the most salient information to our community 
members as Brokers, as well as needing to engage the most influential messengers (including faith 
leaders). The idea of having AHS colleagues provide information directly to our community members 
with us translating through Zoom emerged and we will be pursuing this with Dr. X (Medical Office of 
Health) at AHS [Alberta Health Services]. 
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14 We are getting many phone calls from community members feeling tired, exhausted and depressed 
with this second wave of lock down. They are feeling increasingly down and without hope locked in the 
small spaces they live in and cannot go out due to cold weather and Covid. We are the source of advice 
for families and communities to ensure they are continuing to abide by the social distance guidelines 
and find other ways to interact with community that are safe 

IV. Social capital and community strengths building resilience

15 There is a senior couple who need to apply for their Canadian citizenship but the cost is really 
expensive and they cannot afford it. Already 80% of their income goes towards rent with only 20% left 
for bills and day to day necessities. They need their Canadian citizenship because they feel proud to be 
in Canada [and] want to be Canadian. We put the word out and community and helped organize 
donations to make sure the senior couple is able to apply for the Canadian citizenship. They were 
overjoyed and very happy by the support that came from the community. 

16 Recently a member of our community called this broker directly for help because she just recently 
lost her job as a nanny because of COVID and was looking for supports around employment. She was 
connected to the social network of the said community and found a temporary job. 

17 Writer received a call from a mother that she is getting surgery in a week that will need 
hospitalization for at least three days. The is concerned about the care of her children as she doesn’t 
have anyone to look after the children during her hospital stay. The mother was willing to pay someone 
to look after children if writer could help find that person. Fortunately, writer was able to connect with 
the mother with another mother who looked after the children without a pay. 

18 Single mom needed access to housing, could not find anything that she could afford. broker 
connected to other community members and brokers to try and find a home for this mom and her 
children. We looked everywhere, and finally a community member connected one of the brokers with 
an affordable home for rent. The mom is now in secure housing and is so no longer on the verge of 
homelessness. 

19 I am working with a senior who does not have status in Canada and therefore the financial support 
she receives is not even enough-to cover her rent. She is alone in Canada and has lost most of her 
family due to war. She needs support in all areas from housing; mental health, isolation and especially 
language. Broker is working with her to connect her to community donations to help with her financial 
and housing insecurity. As a result a member of a community donated their basement free of rent until 
she is able find permanent place that is affordable and becomes less isolated. 
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