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EXECUTIVE SUMMARY
Throughout the COVID-19 pandemic, civil society 
organizations (CSOs) shared, created, and translated 
multi-lingual COVID-19 information for newcomers 
and people whose first language is not English. 

Their long-standing relations with community 
members fostered trust, enabling the uptake of 
public health measures and related information. 
Additionally, CSOs developed innovative 
information-sharing strategies, ranging from hosting 
live webinars to partnering with places of worship, 
to help their audiences make sense of new and 
changing information. 

CSOs created important spaces, virtual and in 
person, where members could ask questions and 
find information. Often, this engagement work was 
done by volunteers or through additional, unpaid 
labour. 

The experiences of CSOs during the COVID-19 
pandemic provide crucial insights into how health 
decision-makers and communicators can better 
reach newcomers and those whose first language 
is not English, particularly through greater 
collaboration with and support for CSOs.

BACKGROUND
In the early stages of the COVID-19 pandemic, 
multi-lingual information about COVID-19 
was not widely available. To fill gaps in health 
communication, CSOs took on additional 
responsibilities to create, collate, and disseminate 
translated information.1 

CSOs are socially driven, not-for-profit agencies 
which operate separately from government and 
business.2 These organizations advocate for 
community members, advance shared goals, and 
influence the actions of policymakers.3 CSOs can 
also act as intermediaries between policymakers and 
community members by facilitating opportunities for 
dialogue and engagement.4 

INFORMATION-SHARING EXPERIENCES
During the pandemic, many health-focused and 
immigrant-serving CSOs played critical roles in 
advocating for marginalized communities.5 In 
the absence of culturally relevant COVID-19 
communications,6
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