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LinkVan Digital Equity Study 

Vignette One 

 

“No information is better than inaccurate information” 

 

Many people we interviewed expressed opinions about how information about 

services are presented online in apps such as LinkVan or 211.  They shared that the 

accuracy and timeliness of information is vital.  

 

One respondent put the problem this way: “It is better to have no information than 

to have incorrect information.” This vignette draws from different interviews to 

explore this powerful statement. 

 

What do you think? Should information online be designed so that people 

don’t need to interact with service providers face to face to book a service 

(For example, booking a shelter bed, or an appointment with a health care 

provider)? 

 

How can information about services be made more timely, accurate and 

accessible?  

 

One woman who was homeless at the time of our interview explained that cell 

phones are not good tools for searching for services, unless the information is laid 

out for a mobile device as they are in LinkVan. She said most services assume 

people have access to ADOBE (PDF) and a printer. 

 

She brought out a large folded poster-sized calendar she has created that plots out 

her activities day by day. She did a lot of research to create this calendar, and she 

comments that it is hard to find accurate information, especially about meal times 

and showers.  

 

 “If you say there are showers available, it is important to know WHEN they 

 are, because if we spend time lining up for showers we might miss a meal, or 

 vice versa. Being homeless is very time consuming.” 

 

Other people we interviewed also said how important it is to have accurate 

information. One man told us: 

 

 “It’s better to have no information than to have the incorrect information.”  
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He told us that when the City of Vancouver announced Creekside Community 

Centre would be open as a shelter on a very cold night in February, he walked all 

the way there in the snow, in running shoes, only to be told that the centre would 

not be open after all. He then had to walk from Creekside to 1st and Commercial to 

another shelter. The experience was exhausting and humiliating.  

 

For another woman, the present method to book a shelter bed on 211 is frustrating. 

She is kept on hold for more than an hour, only to be told the bed that she was 

trying to book has been taken. She would like LinkVan to include a feature where 

people could book beds and make appointments online in real time so that she 

would not have to use her cell phone data only to find out she was unsuccessful in 

getting that all-important place to sleep.  

 

She also pointed out that technology access is only one aspect of this problem. 

There is simply not enough shelter beds or services to meet demand.  
 

 


