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CONTACT NORTH | CONTACT NORD  

PROGRESS SNAPSHOT – DECEMBER 2019 
 
A. HOW CONTACT NORTH I CONTACT NORD IS PERFORMING AGAINST THE OUTCOMES / PERFORMANCE INDICATORS IN THE 

2019-2020 TRANSFER PAYMENT AGREEMENT WITH THE GOVERNMENT OF ONTARIO 

 

Projected results at December 31, 2019 (75% of fiscal year) based on Q1 and Q2 Results and Q3 Projection (based on 

actuals at December 17, 2019). See notes on page 2. 

 

Outcome / Performance Indicator 2019-

2020 

Target 

Q1 Result Q2 Result Q3 

Projection 

Total Projected % of 

Target at 75% of 

Fiscal Year 

Requests for Services 699,398 221,285 215,646 218,466 655,397 94% 

Course Registrations1 58,400 11,427 15,881 9,978 37,286 64% 

Communities Served 800 636 636 636 636 80% 

Ontario Works Office Engagement 50 170 170 170 170 340% 

Employment Ontario Office 

Engagement 

25 188 188 188 188 752% 

Calls to IT Technical Hotline2 9,817 1,228 1,852 695 3,775 38% 

Calls to Student Information 

Hotline 

5,565 1,389 1,498 1,531 4,418 79% 

Up time on distance delivery 

platforms  

95% 98.9% 98.9% 97.9% 98.6% 104% 

Targeted Recruitment Campaigns3 60 8 14 9 31 52% 

Users of Portals 216,786 59,307 60,042 61,412 180,761 83% 

Pageviews on Portals 674,398 191,179 194,435 202,284 587,898 87% 
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Notes 

 
1 Course Registrations Q3 Projection does not include projection for data received from education and training providers 

upon completion of the Fall 2019 Academic Semester in January 2020.  
2 Calls to IT Technical Hotline continue to trend lower, reflecting a lower number of support requests. 
3 Figure reflects no targeted recruitment campaigns in December based on college/university requests. 

 

B. WHAT’S NEXT 

 

As part of its 2020-2021 Business Plan and Operating and Capital Funding Submissions, Contact North | Contact Nord 

plans to enhance its services to Ontario residents in five ways: 

 

1) Building on the Local Partnerships with 170 Ontario Works Offices and 188 Employment Ontario Offices 

 

Contact North | Contact Nord plans to build on its existing partnerships with 170 local Ontario Works offices and 188 

local Employment Ontario offices to help their clients get the education and training they need to get a job. 

 

In 2020-2021, Contact North | Contact Nord will establish partnerships with 25 additional Ontario Works local offices 

and 25 additional Employment Ontario local offices. 

 

2) Expanding the Number of Online Learning Centres in Underserved Areas 

 

Contact North | Contact Nord is exploring the option of opening 12 new online learning centres in 2020-2021 (for a total 

of 128 local online learning centres) in unserved or underserved areas. The additional online learning centres are 

determined based on local needs. 

 

3) Extending the Hours of Operation of the Student Information Hotline to Provide Service at Convenient Times for Ontario 

Residents and Meet Growing Needs 

 

Contact North | Contact Nord plans to extend the availability of its Student Information Hotline (toll-free number, live 

chat and e-mail) to evenings and weekends, based on demand. The extended hours will initially be piloted to determine 

needs. 
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4) Renewing the Technology Infrastructure  at the Online Learning Centres 

 

The computers, related peripherals, web conferencing and videoconferencing equipment in the online learning centres 

and operations centres were last upgraded in 2013-2014, are at their normal end-of-life and need to be replaced to 

provide a high-quality learning experience for Ontario residents. 

 

5) New Management Information Tools 

 

Contact North | Contact Nord’s customer relationship management (CRM) tool and scheduling program (online booking 

tool) must be replaced (either in-house developed or customization of commercially available software solutions). 

 

The CRM is used to provide a high level of support to Ontario residents using    Contact North | Contact Nord’s services. 

The online booking tool is used by colleges and universities to schedule the use of Contact North | Contact Nord’s web 

conferencing and videoconferencing platforms. 
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BACKGROUND INFORMATION ON  

CONTACT NORTH | CONTACT NORD  
 
A. WHAT DOES CONTACT NORTH | CONTACT NORD DO? 

 

Contact North | Contact Nord delivers three key services to help residents of Ontario get the education and training they 

need to get a job without leaving their communities: 

 

1) Recruits students for the online learning programs and courses from Ontario’s 24 public colleges, 22 public universities, 

9 Indigenous institutes, 76 district school boards, 200 literacy and basic skills providers, and 50 skills development 

training providers (Ontario’s education and training providers). 

 

2) Provides three learning platforms (web conferencing, videoconferencing and learning management system) for residents 

to participate in their online learning programs and courses. There is no charge to Ontario residents and no charge to 

Ontario’s education and training providers to use the learning platforms. 

 

3) Operates 116 online learning centres in communities across Ontario where residents can use the learning platforms and 

computers to participate in their online programs and courses, write their exams and receive local, high-touch support 

services to help them succeed. 

 

B. WHERE DOES CONTACT NORTH | CONTACT NORD OFFER ITS SERVICES? 

 

Contact North | Contact Nord’s services are available to 4 million Ontario residents living 600 small, remote, rural, 

Indigenous and Francophone communities across the province. 

 

The services are available in English and French. 

 

Contact North | Contact Nord targets marginalized residents of Ontario, including Indigenous learners, Francophone 

learners, Ontario Works clients, Employment Ontario clients, disabled persons, incarcerated persons and New Canadians. 

 

The services are available at no charge to residents of Ontario, thanks to the $10 million in annual funding from the 

Government of Ontario through the Ministry of Colleges and Universities. 
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C. WHY ARE THESE SERVICES REQUIRED? 

 

Data from the 2016 Census shows Ontario residents in the districts and counties served by Contact North | Contact Nord 

have lower levels of education and training than the provincial average and these district and counties have higher 

unemployment rates than the provincial average. 

 

Contact North | Contact Nord’s services are available to help these residents get the education and skills development 

training they need to get jobs by helping them identify online learning programs and courses to meet their needs and helping 

them register in their chosen programs and courses. 

 
Contact North | Contact Nord is able to offer these services and supports though its active partnerships with colleges, 

universities, district school boards, literacy and basic skills providers, skills development training providers and other local 

partners. 

 

D. WHAT CONTACT NORTH | CONTACT NORD DELIVERS FOR THE $10 MILLION ANNUAL INVESTMENT FROM THE 

GOVERNMENT OF ONTARIO? 

 

• 10,000 Ontario residents supported annually 

• 58,000 student registrations generated in online courses for Ontario’s 24 public colleges, 22 public universities, 9 

Indigenous institutes, 76 district school boards, 200 literacy and basic skills providers, and 50 skills development 

training providers 

• 800,000 requests for services by Ontarians fulfilled 

• 9,500 student exams invigilated 

• 5,500 student inquiries to the Student Information Hotline fulfilled 

• 600 communities supported 

• 60 campaigns executed to recruit students for specific online programs and courses for Ontario’s 24 public colleges and 

22 public universities 

 

E. WHO IS CONTACT NORTH | CONTACT NORD? 

 

Contact North | Contact Nord is a not-for-profit corporation governed by a 15-member Board of Directors comprised of 

college and university presidents, directors of education and community leaders. 

https://contactnorth.ca/about-us/board-directors


6 

 

 

Contact North | Contact Nord has 238 full- and part-time staff members supporting Ontario residents in 116 online learning 

centres in communities across the province and two operations centres in Sudbury and Thunder Bay.  

 

Of the 238 staff members, 78 are full-time (median salary of $41,951 per year) and 160 are part-time (paid minimum wage, 

hours vary based on the level of student activity at the online learning centres). 

 

The corporation’s headquarters is in Thunder Bay, Ontario. 

 

F. CORPORATE PLANNING AND OPERATIONS INFORMATION AVAILABLE ONLINE 24/7 

 

As part of its commitment to transparency, all corporate planning and operations information is available 24/7 at 

https://contactnorth.ca/about-us/planning-and-operations. 

 

 

 

Further Information 

 

Maxim Jean-Louis 

President – Chief Executive Officer 

Contact North | Contact Nord 

705-525-7245 

maxim@contactnorth.ca 

www.contactnorth.ca 

 

 

December 18, 2019 
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