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The Evolution of the NSRC




What is the NSRC?

4
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A - . Development of
2022 Apprenticeship
A r Introduction of | Program
2020 iceBar
A Hiring of Triage Telephony
2019 Team Case Solution
VR 1 | | Mobilization of Managers
, Corporate
NSRC Business Partner — IM/IT
2017 Case Developed Team

Nursing Survey

The NSRC is a team of dedicated corporate partners
working in a matrix environment with the contextual
knowledge and understanding of the unique challenges
nurses face when working in the north.
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The NSRC Team

Number of NSRC Cases Received by Fiscal Year

I/T

- Site Inspections
- Passwords
- Printers/Faxes

2020-2021 2021-2022 2022-2023

- Account Issues H
2023202 20242025 _Outlook, MyKey, VPN Compensatlon
M Num Cases 1062 3,031 4168 5,706 2112 - Paylssues
s Expected Num Cases 1062 3,031 4168 5,706 5,506

- Overtime Issues
- Leave/Benefits Questions

OHS

- Site Inspections (performed by FSO)
- OHS Policy Clarification & HPP
- OHS Recommendations

2174 1/T cases received and
resolved by the NSRC I/T team
since April 2024.




lceBar Telephony Technology

* |ceBAR phone solution implemented in March 2022 to
better serve our nurses.

« Case Managers have the capability to “warm transfer”
and conference directly with an IT tech for case
assignment and resolution.
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iceBar (cont’d)

Eliminates wait times and dropped calls

Case Managers can “warm transfer” and conference directly
with an IT technician with or without the client on the line.

Case Managers create tickets and assign to the NSRC IT
Tech who has just received the call.

Chat group created with Case Managers and IT Techs to aid
in discussion and resolution of issues.

Positive feedback received on chat group and positive
relationships created with the IT Techs.
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With over 900 ISC nurses,

3516 tickets were 3104 tickets in 1943 from April 1st
created in 2022/23, 2023/24, 2024 to present

A 4

Since the original survey in 2017, nurse satisfaction with IT services has
increased across the board an average of 21%

In the 2023 survey, 84% of respondents indicated they are satisfied with
NSRC services and 90% would recommend the NSRC to colleagues

The creation of services such as the Nursing Services Response Center
and Occupational & Critical Incident Stress Management had a positive
impact on the level of nurse satisfaction, with 19% of nurses stating
access to these services increased their intention to stay.




“This task was
requested over 5
years ago and finally
success, thanks to the
NSRC for intervening

and facilitating”

“I feel this huge weight lifted
off me - knowing my pay
will be correct for next pay
period and going forward. |
appreciate you advocating
on our behalf”

Thanks again — your
team is incredibly
responsive —and it

is much appreciated

“I would like to
compliment the
speedy service we

are receiving for IT
fixes — keep up the

great work!/

“Pay issue outstanding
for 5 months.
Thanks to NSRC —

resolved in 2




IT Apprenticeship Program for Indigenous Peoples
Delivery at Indigenous Services Canada

Presentation for NIITA

October 2024
Prepared by:
Elizabeth Andruff
7 ISC ITAPIP Departmental Coordinator
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Employment and Social Development Canada, Office of Indigenous Initiatives

IT Apprenticeship Program
for Indigenous Peoples
August 2024

Number of Hires
1

® 2to5

. More than 5

A%, IT Apprenticeship Program
z= for Indigenous Peoples
T August 2024
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Employment and Social Development Canada, Office of Indigenous Initiatives

IT Apprenticeship Program for Indigenous Peoples | GC Digital Talent (canada.ca

https://talent.canada.ca/en/indigenous-it-apprentice/hire

Hire an IT apprentice

Together we can address barriers to reconciliation, diversity and inclusion

= K2 Download the manager’'s package



https://can01.safelinks.protection.outlook.com/?url=https%3A%2F%2Ftalent.canada.ca%2Fen%2Findigenous-it-apprentice%2Fhire&data=05%7C02%7Celizabeth.andruff%40sac-isc.gc.ca%7Cba2385acbe1d4908a9f608dce703d1fd%7C727ce8f2a756412ea4c695204ad68d84%7C0%7C0%7C638639250806933793%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=FRt994nyCkgetHsHpr2R6rpPFk3334PgivQiyBxGrso%3D&reserved=0

Indigenous Services Canada

ESDC started first IT
Apprenticeships

2020
C

ISC began their
engagement with ESDC

3-Semester Cohort
Apprenticeships began

2022 2024

C C C
2023

The first IT Apprenticeship at ISC
began in St. Theresa's point

Apprenticeships began in
the regional delivery
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Thank you!
QOuestions?
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