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Introduction

The mandate of the Canada Information Office (CIO) is to improve communications between 
the Government of Canada and Canadians. In doing so, we promote better corporate 
communications by the Government as a whole and support the Government’s commitment to a 
strong and united Canada.

The CIO’s public opinion research continues to measure Canadians’ views on public policy 
priorities, and their assessment of how the Government serves Canadians in responding to those 
priorities.

The research supports the Government’s service initiatives by exploring how Canadians 
currently access services and obtain information from the Government, and their satisfaction with 
government service. It also explores the connection between contact with the Government, 
satisfaction with service and overall perception of the Government.

The winter 2001 survey focuses on the role of the Internet in providing service to the public, 
looking specifically at Canadians’ priorities regarding on-line services and information. The 
importance of electronic security is also addressed. This research contributes to the Government 
On-Line initiative, which aims to make Canada the most electronically connected government in the 
world by 2004.

The results stem from our analysis of the most recent tracking survey on governmental 
communications. The Ipsos-Reid Group and GPC Communications conducted the survey of 4,950 
adults across Canada between January 15 and January 31, 2001.
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Executive Summary

Social issues continued to dominate the public agenda, largely owing to concerns about 
health care. In contrast, economic issues were the top concern for a minority of Canadians. Health 
care remains the top priority of Canadians and it is also viewed as being the top priority of the 
Government.

Although Canadians are concerned with social issues, they believe the Government in its 
new mandate will focus primarily on economic issues.

Canadians are optimistic about the future of the country and about their own personal future. 
Their priorities are anchored in this positive outlook. 

If, however, the economy slows down, Canadians will likely become more concerned with 
economic issues, particularly unemployment, and less concerned with social issues.

With regard to communications, there continues to be a segment of the population which the 
Government has difficulty reaching. Those who are least aware of recent programs, services or 
initiatives tend to have less than a high school education, not to be in the workforce, and to make 
less than $20,000 per year. These are also the people who are more likely to have low literacy skills.

The role of service to the public in the overall relationship between the Government and 
citizens is paramount. Quality of service and the Government’s overall performance ratings are 
strongly linked. The majority of those Canadians who do contact the Government to access service 
or information give favourable ratings to such contacts. Moreover, those Canadians who have had 
recent contact with the Government give consistently higher ratings to government service overall 
and to all aspects of government service. However, there is a low level of familiarity with government 
programs and services.

Of the different factors that contribute to overall impressions of government service, the key 
factor is the perception of reliability of service; this is the strongest driver.

As mentioned above, perceptions of government service are most favourable among those 
Canadians who have had contact with the Government. The method of contact also plays an 
important role. Canadians who were served in person give relatively higher ratings than those who 
used more impersonal methods, such as telephone or the mail. Service ratings are also higher 
among those Canadians who made contact through the Internet. This would suggest that increased 
adoption and use of the Internet may have profound implications for perceptions of the level of 
service and information delivered.

On the other hand, Internet access has remained stable over the past several months. 
Moreover, the gap between the segments of Canadian society that have tended toward massive 
adoption of the Internet and those that have not (e.g., those Canadians with more formal education 
and those with less) appears to remain wide. Despite a potential for further growth, there is a large 
segment of the Canadian population – disproportionately older and with less than high school 
education – that gives no sign of readiness to adopt the Internet. These segments will present a 
challenge to government communicators in the Internet age, not only because of their low rate of 
Internet usage but also because of their lesser propensity to contact the Government at all. 
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Notwithstanding these differences, a very large majority of Canadians have positive 
expectations of the Internet and Government On-Line, which they expect will improve the overall 
interaction between the Government and citizens. In particular, they also expect that Government 
On-Line will make the Government more innovative. As this report indicates, innovation is perceived 
to be a weak point in the Government’s ability to deliver services.

Those Canadians with Internet access express great interest in using Government On-Line 
to file income taxes and to participate in giving input into both policy making and the political process 
itself. Demand for program-related transactions tends to be more concentrated among certain
segments of the population, such as young adults. 

There is also strong interest in using Government On-Line to access a multiplicity of types of 
information. Information on government programs and services available in the community 
commands the highest level of interest, especially among women. There is also much interest 
among adults for information related to education, careers and job searches.

First and foremost, Canadians also expect Government On-Line to maintain Web site 
security and privacy protection. Also ranking very high on the list of expectations are factors related 
to quality: reliable service and accurate information. 

Combined with the wide and strong insistence that government Web sites provide absolute 
security and privacy, there are currently strong reservations about providing personal information to 
the Government in on-line transactions. Few Canadians are yet willing to provide personal 
identification numbers (e.g., social insurance numbers) and a bare majority are willing to provide 
non-financial personal information, such as health records.

Even if these security concerns are addressed, a notable proportion of the Canadian 
population will still prefer to use the traditional methods of conducting transactions: telephone, mail 
and personal contact. Again, this reluctance is concentrated in the population segments that have 
until now been less willing to embrace the Internet: older Canadians and those with less than high 
school education. 

In terms of public perceptions of the Government’s ability to deliver services and provide 
information, then, Government On-Line has the potential to bring about profound and long-term 
improvements. Given the positive ratings of Internet-based contacts with the public to date, 
Government On-Line particularly would appear to have the potential to meet the public’s demand for 
high quality services and information, and to improve the Government’s credibility in the areas of 
innovation and timeliness. However, the interaction between the Government and older Canadians 
and those Canadians with less formal education must be considered. Since the overall level of 
contact between the Government and these segments is low, and because the level of Internet use 
among these segments is also low, traditional methods of service and information delivery will have 
to be relied on to reach these segments for some time to come. 
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Social issues include:

Health care
Education and schools
Poverty/the poor/welfare
Environment and pollution
Water contamination
Moral issues
Native fishing rights
Aboriginal issues
Crime and violence
Immigration/refugees
Justice system
Child abuse/Youth issues
Women’s and seniors’ issues 

Economic issues include:

Jobs/unemployment
Economy in general
Taxes/GST
Debt/deficit/government spending
Agriculture/farming
Oil and gas prices
Stock market/Canadian dollar/transportation/roads/ 
infrastructure/business/industry issues

Issues of Most Concern to Canadians in the 
Next Five Years

“Thinking about the issues facing Canada today, which one would you say the Government of 
Canada should focus on most over the next five years?”

34%
8%
5%
3%
1%
1%
1%
1%
1%
1%
1%
1%
1%

7%
7%
6%
6%
1%
1%

}1%
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6%

6%

7%

7%

8%

34%

29%

59%

Issues of Most Concern to 
Canadians in the Next Five Years

(unprompted)

Issues of Most Concern to 
Canadians in the Next Five Years

(unprompted)

“Thinking about the issues facing Canada today, which one would 
you say the Government of Canada should focus on most over the 

next 5 years?”

Debt

Taxes

Unemployment

Economy

Education

Health care

Economic issues

Social issues

• When we asked respondents which one issue the Government should focus on most 
over the next five years, 59% mentioned social issues while 29% mentioned 
economic issues. 

• Looking at the individual issues, health care continues to be the top issue. This is 
followed by education, the economy, unemployment, taxes and the debt.
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Issues of Most Concern: Fall 1998 to Winter 2001 
“Thinking about the issues facing Canada today, which one would you say the Government of 
Canada should focus on most?”

34363742Economic

42424330Social

Fall
1999

%

Spring
1999

%

Winter
1999

%

Fall
1998

%

29283033Economic

59515454Social

Winter
2001

%

Fall
2000

%

Spring
2000

%

Winter
2000

%

1010

C
u

rr
en

t 
E

n
vi

ro
n

m
en

t,
 F

u
tu

re
 E

xp
ec

ta
ti

o
n

s 
an

d
 S

ce
n

ar
io

s



1111

Issues of Most Concern: 
By Region

Issues of Most Concern: 
By Region

“Thinking about issues facing Canada today, which one would you say the 
Government of Canada should focus on most over the next 5 years?”

(%)

59
65

59 61
65

51 52 50

29
26 28 28

24

35 33
36

Canada Atl. Que. Ont. Man. Sask. Alta. C.-B.

Social Economic

• Although social issues have taken precedence over economic issues nationally since 
1999, emphasis on individual issues varies across the country. 
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Issues of Most Concern: Regional Variations
“Thinking about the issues facing Canada today, which one would you say the Government of 
Canada should focus on most over the next five years?”

34224422Environment

102101000Agriculture/
Farming

52424694Poverty

9

8

8

7

6

31

B.C.
%

61145644Debt

6958644Taxes

73845914Unemployment

7674783Economy

87661268Education

34333341323546Health care

Canada
%

Alberta
%

Sask.
%

Manitoba
%

Ontario
%

Quebec
%

Atlantic
%
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Issues of Most Concern: 
Regional Variations

Issues of Most Concern: 
Regional Variations

Atlantic

•Health care

•Unemployment

Quebec

•Poverty

•Unemployment

Ontario

•Education

•Environment

Manitoba

•Health care

Alberta and B.C

•Debt

•Taxes

Saskatchewan

•Farming issues

• While all Canadians are concerned about health care, with 34% of respondents citing 
it as their top priority, residents of Atlantic Canada, at 46%, are more concerned. 
Atlantic Canadians are also concerned about unemployment (14%). 

• Residents of Quebec, Ontario and Manitoba are also mostly concerned about social 
issues. However, in Quebec, concern is higher than in the rest of Canada regarding 
poverty (9%) and unemployment (9%). In Ontario, concern about education (12%) 
and the environment (4%) are higher than the national average. And in Manitoba, 
social concerns are driven by concern over health care. 

• Western Canadians (Saskatchewan, Alberta, and British Columbia), on the other 
hand, are more concerned than other Canadians about economic issues. In Alberta 
and British Columbia, this concern centres on the debt and taxes. In Saskatchewan 
people are preoccupied with farming issues (10%).
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Issues of Most Concern:  By Demographic Group
“Thinking about the issues facing Canada today, which one would you say the Government of 
Canada should focus on most over the next five years?”

20

70

Female

29

59

Canada

39Economic

46Social

Male

By sex (%)

By age (%)

24

60

60 +

29

59

Canada

343324Economic

545763Social

45-5930-44< 30

By income (%)

2936332620Economic

5955546365Social

Canada$60K +$40K to $60K$20K to $40K< $20K

1414
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Issues of Most Concern:
By Demographic Group
Issues of Most Concern:
By Demographic Group

59

46

70
63

55
60

65

55

29

39

20
24

34

24
20

36

Canada Men Women
Less than
30 years

30-59
years

60+
years

$20K
and under $60K+

Social Economic

(%)

• There are also some interesting demographic variations regarding concern about 
social versus economic issues.

• Social issues are of greater concern for women, Canadians less than 30 years old or 
60 and over, and those with lower incomes. Economic issues are more of a 
preoccupation for men, those aged 30-59 and those with higher incomes.
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Priorities for the New Mandate
“I’m going to read you a series of two possible priority areas and I would like you to tell me which 
one you think should be given the highest priority by the Government of Canada during its new 
mandate.”

Note on methodology: We asked respondents which of two possible areas should be given the 
higher priority by the Government of Canada during its new mandate. We read them five pairs of 
priority issues and asked them to rank them. For example, we asked which should be given a higher 
priority by the Government of Canada: health care or taxation.

The average score for health care was 77% when offered as a choice against all other issues. The 
merit of this type of question is that it forces people to choose from among competing priorities. 
Consequently, it forces them to prioritize issues and demonstrates the significance of each issue 
compared to others.

19

33

42

53

40

38

55

46

69

66

74

B.C.
%

17

35

39

42

44

44

51

52

66

70

77

Canada
%

202120191216Aboriginal issues

333640324029
Research, 
development and 
innovation

514537334339Taxation

544547413235Cost-effective 
operations

394144503946Environment

364544454843Unemployment

495351495053Managing the 
economy

565547535354Crime and justice

645662696468Education

666259707870Children

707677797486Health care

Alberta
%

Sask.
%

Manitoba
%

Ontario
%

Quebec
%

Atlantic
%
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Aboriginal issues

Research, dev., and inn.

Taxation

Cost-effective op.

Environment

Unemployment

Managing the economy

Crime and justice

Education

Children

Health care

17

35
39

42

44

44

51

52

66

70
77

43

51

45

45

53

49

62

71

Priorities for the New 
Mandate

Priorities for the New 
Mandate

(% saying should be a priority)

Winter 2001
Fall 2000

• When we asked respondents to choose among possible priorities and identify which 
one the Government should focus on in its new mandate, social concerns, 
particularly health care, children, education and crime and justice, topped the 
agenda. 

• A second layer of priorities emerged. These centred mostly on the economy and 
included economic management, unemployment the environment and taxation. 

• Since fall 2000, concern about a number of social issues has risen, while it has 
declined for some key economic issues. The most significant decline, at the national 
level, is in the area of cost-effective operations, where concern has dropped 9%.
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Priorities and Perceptions for the New Mandate
“I’m going to read you a series of two possible priority areas and I would like you to tell me which 
one you think should be given the highest priority by the Government of Canada during its new 
mandate.”

“Then I'd like you to tell me which of the two priorities you think will be given the highest priority.”

-1532 (10)17Aboriginal issues

-1146 (7)35Research, development and innovation

-2362 (3)39Taxation

-850 (4)42Cost-effective operations

1331 (11)44Environment

-246 (6)44Unemployment

-1364 (2)51Managing the economy

1438 (8)52Crime and justice

1947 (5)66Education

3535 (9)70Children

1265 (1)77Health care

Gap*
%

Will (ranking)
%

Should
%

*Gap calculation: Percentage who think the Government should focus on an issue minus 
percentage who think the Government will focus on an issue.
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• Health care

• Managing the economy

• Research, development                        
and innovation

• Aboriginal issues

• Health care

• Children

• Education

• Crime and justice

• Managing the economy

• Unemployment

• Environment

• Cost-effective operations

• Taxation

• Health care

• Managing the economy

• Taxation

• Cost-effective operations

• Education

• Unemployment

• Research, development and 
innovation

• Crime and justice

• Children
• Aboriginal issues

• Environment

• Health care

• Children

• Education

• Crime and justice

• Managing the economy

• Health care

• Managing the economy

• Taxation

• Cost-effective operations

• Education

Priorities and Perceptions for 
the New Mandate

Priorities and Perceptions for 
the New Mandate

• Research, development 
and innovation

• Aboriginal issues

ShouldShould WillWill

• Having explored which issues Canadians believe the Government should give higher 
priority to, we asked to which issues they thought the Government would in fact 
assign higher priority. 

• Although the top priorities of Canadians are social in nature (health care, children, 
education, and crime and justice), they believe the Government in its new mandate 
will focus, after health care, primarily on management of the economy and taxation. 
Generally, they expect the Government will take a stronger economic focus.

• The largest gaps between what Canadians desire and what they expect are in the 
areas of children’s issues and taxation. Children’s issues ranked second on 
Canadians’ list of priorities; however people feel it will be much lower on the new 
government’s priority list. (Note that this survey was conducted prior to the Speech 
from the Throne.) Conversely, while taxation ranked low on the list of priorities, 
Canadians believe it will be one of the Government’s top priorities for the current 
mandate.
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Optimism: Future of the Country
“Overall, thinking about the future of the country, how would you describe yourself?”

576061616051

Winter 2001Fall 2000Spring 2000Fall 1999Spring 1999Fall 1998

% saying optimistic

By province

5747605150635455Optimistic
2828233033253329Neither

1422161816111314Pessimistic

CanadaB.C.AlbertaSask.ManitobaOntarioQuebecAtlantic

By sex

575360Optimistic

283124Neither

141414Pessimistic

CanadaFemaleMale

By income (in $000)

5768605146Optimistic

2821253236Neither

1411151615Pessimistic

Canada$60K +$40K to $60K$20K to $40K< $20K

By education

5772564938Optimistic

2818283342Neither

1410161717Pessimistic

CanadaUniversity 
Degree

Post-
secondary

High school< High school

2020
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Optimism: Future of the 
Country

Optimism: Future of the 
Country

% saying optimistic

14

28

57

Optimistic Neither Pessimistic

• Given the recent speculation about an economic slowdown, the CIO’s winter 2001 
survey asked respondents how they felt about the future of the country. Optimism is 
quite high at 57%. Moreover, it has remained relatively stable since spring 1999.

• The feeling of optimism is highest amongst those with a university degree (72%),
those with higher household incomes (68%), residents of Ontario (63%) and men 
(60%).
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Optimism: Personal Future
“Overall, thinking about your own economic future in the next twelve months, do you think it will get 
much better, slightly better, remain the same, worsen slightly or worsen a lot?”

22

39

39

B.C.

17

46

36

Canada

222218161317Worsen

354649494754Same

433133343928Better

AlbertaSask.ManitobaOntarioQuebecAtlantic

By province (%)

1717Worsen

5142Same

3141Better

FemaleMale

By sex (%)

By age (%)

24211411Worsen

57494338Same

18304350Better

60 +45-5930-44< 30

By education (%)

11181822Worsen

47424948Same

41393229Better

University DegreePost-secondaryHigh school< High school

By employment status (%)

21916Worsen

564541Same 

224643Better

Not in the workforceUnemployedEmployed

By income (in $000)

15171419Worsen

44455045Same

41373535Better

$60K +$40K to $60K$20K to $40K< $20K

2222
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Optimism: Personal FutureOptimism: Personal Future

• Under 45 (46%)

• Male (41%)

• $60K+ (41%)

• Higher education (40%)

(% optimistic about their economic future)

36

46

17

Better Same Worse

• Moreover, the economic outlook of Canadians is positive. This positive outlook 
anchors their current priorities and expectations. Eighty-two per cent of respondents 
believe their current economic situation will improve or remain the same over the 
next 12 months. Only 17% believe it will get worse.

• Those most likely to think their economic prospects will improve are those under 45, 
men, higher income earners and those with higher education.

• Those most likely to think their economic situation will worsen are the elderly (24%), 
those who are not in the workforce (21%) and those with lower levels of education 
(22%).
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Percentage of Canadians Who Would Switch Priorities 
in a Slower Economy

“Consider for a moment now that there is a slowdown in the national economy. In such an 
environment, what issue would you say the Government of Canada should focus on most?”      
(Unprompted)

“Consider for a moment now that the economy was to grow stronger. In such an environment, what 
issue would you say the Government of Canada should focus on most?” (Unprompted)

Economic issuesà à àEconomic issues

Social issuesà à àSocial issuesSame

Social issuesà à àEconomic issuesEconomic to social

Economic issuesà à àSocial issuesSocial to economic

“Consider for a moment now that 
there is a slowdown in the 

national economy. In such an 
environment, what issue would 

you say the Government of 
Canada should focus on most?”

“Thinking about the issues 
facing Canada today, which 

one would you say the 
Government of Canada 

should focus on most over 
the next 5 years?”

Index

2424
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Percentage of Canadians             
Who Would Switch Priorities in a 

Slower Economy

Percentage of Canadians             
Who Would Switch Priorities in a 

Slower Economy

39%

% changing 
from social       

to economic

6%

% changing from 
economic          
to social

55%

% who would 
not change 

their priorities

• We went on to ask respondents about their priorities in the event of either an
improving economy or a slowing economy. Should there be an economic change in 
either direction, a majority of Canadians say they would not change their priority. 

• However, in an economic downturn, Canadians would place less emphasis on social 
issues. Indeed, 39% would change their priority from social to economic. 
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Switching Priorities in a Slower Economy
“Consider for a moment now that there is a slowdown in the national economy. In such an 
environment, what issue would you say the Government of Canada should focus on most?”
(Unprompted)

5561595655545355Same

68652486Economic to social

3931343843423939Social to economic

CanadaB.C.Alta.Sask.Man.Ont.Que.Atl.

By province

% shifting priorities from social to economic

By sex

5259Same

65Economic to social

4136Social to economic

FemaleMale

By age

54585948Same

5757Economic to social

42353745Social to economic

60 +45-5930-44< 30

Those who are currently concerned with economic issues (%):

By province

121314131111139Other

2936333524282826Economic

5950525165615965Social

CanadaB.C.Alta.Sask.Man.Ont.Que.Atl.

By sex

1014Other

2039Economic

7046Social

FemaleMale

By age

1612913Other

24343324Economic

60545763Social

60 +45-5930-44< 30
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Switching Priorities in a     
Slower Economy

(demographics)

Switching Priorities in a     
Slower Economy

(demographics)
(% shifting priorities from social to economic)

39
36

41
45

35

National Male Female <30
years

45-59 
years 

42

31

Ont. B.C.

43

Man.

• Canadians most willing to switch their priority from social to economic in a slowdown 
tend to be those under 30 years of age, residents of Manitoba and Ontario and 
females.

• Males, those 45-59, and residents of British Columbia are already preoccupied with 
economic issues. 
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Priorities in the Event of Economic Change
“Consider for a moment now that there is a slowdown in the national economy. In such an 
environment, what issue would you say the Government of Canada should focus on most?”
(Unprompted)

“Consider for a moment now that the economy was to grow stronger. In such an environment, what 
issue would you say the Government of Canada should focus on most?” (Unprompted)

Priorities in slow economy, by province (%)

Priorities in an improving economy, by province (%)

22113122Environment

45756523Debt

43733424Education

643215113Poverty

8131465873Taxes

111211121591218Health care

1720142018191313Economy

2215212217222330Jobs/unemployment

CanadaB.C.Alta.Sask.Man.Ont.Que.Atl.

67627656Environment

91211691145Debt

97116101259Education

863547144Poverty

10141989887Taxes

2123142021201831Health care

634106774Economy

88511471014Jobs/unemployment

CanadaB.C.Alta.Sask.Man.Ont.Que.Atl.
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Priorities in the Event of 
Economic Change

(unprompted)

Priorities in the Event of 
Economic Change

(unprompted)

“Consider for a moment now that there is a slowdown in the national 
economy. . ./ that the economy was to grow stronger. . . In such an 
environment, what  issue would you say the Government of Canada 

should focus on most?”
(%)

55

26
22

17

11
8 6 4 4 2

35

49

8 6

21

10
8 9 9

6

Economic
issues

Social 
issues

Jobs/
Unemployment

Economy
(general) Health care Taxes Poverty Education Debt Environment

Slowing economy
Improving economy

• In the event of a downturn, overall, the majority of Canadians (55%) believe the 
Government of Canada should focus on economic issues. Just one-quarter of all 
respondents (26%) identified social issues as continuing to be the single most 
important priority.

• Looking more closely at how priorities would change in the event of a slowdown, our 
data indicate that Canadians would become more concerned with jobs, 
unemployment and the economy, and less concerned with health care and 
education.

• However, if the economy remains the same or improves, the priorities of Canadians 
will remain relatively stable, and health care will continue to be the main priority.
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Familiarity with Recent Initiatives (Unprompted)
“Now I’d like you to think about some recent programs, services or initiatives from the Government of 
Canada. Please identify the one you have recently heard about.”

547Taxes

545Education

674Health care

Canada %Female %Male %BY SEX

55772Taxes

53458Education

67583Health care

Canada %60 + %45-59 %30-44 %< 30 %BY AGE

59641Taxes

56455Education

65857Health care 

Canada %$60K + %$40 to $60K  %$20K to $40K %< $20K %BY INCOME

59552Taxes

56444Education

65668Health care

Canada %University degree 
%

Post-secondary %High school %< High school %BY EDUCATION

Characteristics of Those Who Listed Health Care, Education 
or Taxes as a Priority

393544Taxes

666568Education

777974Health care

Canada %Female %Male %BY SEX

3936404435Taxes

6663617070Education

7774787876Health care

Canada %60 + %45-59 %30-44 %< 30 %BY AGE

3944423638Taxes

6671636565Education

7777807575Health care

Canada %$60K + %$40K to $60K %$20K to $40K %< $20K %BY INCOME

3940413837Taxes

6671656564Education

7773797876Health care

Canada %
University Degree 

%Post-secondary %High school %< High school %BY EDUCATION
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Familiarity with Recent 
Initiatives

(unprompted)

Familiarity with Recent 
Initiatives

(unprompted)

3%

4%

5%

5%

5%

6%

Gun legislation

EI/Unemployment 

Maternity leave

Taxes

Education

Health care

• The winter 2001 communications survey examined in detail what programs, services 
or initiatives Canadians had most recently heard about. 

• What emerged is that Canadians appear to be focusing on the messages about 
issues that concern them, particularly with regard to health care, taxes and 
education. For example, familiarity with health care initiatives is higher among 
women, those between the ages of 30 and 44, and middle income Canadians. These 
are the people who are likely to indicate that health care is a priority (see preceding 
page). 

• With regard to taxes, familiarity is higher among men, those who are 30-59 and 
those who have higher annual incomes. Again, these are the people who list taxes 
as an important issue. Similar patterns exist regarding familiarity with education 
initiatives. This relationship between priorities and recall underscores the importance 
of targeting communication efforts. 

• Awareness of particular initiatives varies across the country. For example, residents 
of Nova Scotia (7%) and Alberta (6%) are more familiar than other Canadians with 
firearms legislation; residents of Saskatchewan (9%) are more familiar with tax 
initiatives; while residents of Quebec (8%) are more familiar with education 
initiatives.
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Sources of Information
“And where did you hear about this program, service or initiative?”

--93Gun legislation

764EI/unemployment

1775Maternity Leave

15115Taxes

875Education

16146Health care

Television Advertising
%

News Media
%

Overall Familiarity
%

3232
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3333

3%

5%

8%

8%

10%

22%

26%

48%

Internet

Work

Word-of-mouth

Direct mail

Radio advertising

Multiple media

Television advertising

The news

Sources of InformationSources of Information
“And where did you hear about this program, service or initiative?”

• Almost one in two Canadians who had recently heard about a government initiative 
had received this information from the news (broadcast and print). Television 
advertising was the second most frequent source at 26%. Interestingly, 22% of 
Canadians had heard about a recent government initiative through multiple (two or 
more) media sources. 

• Television advertising was most frequently identified as the source of information for 
health care, taxes and maternity leave. The news media were also frequently cited 
as the source of information for health care, taxes and the recent firearms legislation 
(Bill C-69). 
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Lack of Familiarity with Recent Initiatives: 
By Socio-economic Characteristic

“Now I’d like you to think about some recent programs, services or initiatives from the Government of 
Canada. Please identify the one you have most recently heard about.”

5141495462Don’t know

Canada
%

University 
degree

%

Post-
secondary

%

High school
%

< High school 
%Response

By education (%)

By labour force status (%)

51555348Don’t know

Canada
%

Not in labour force
%

Unemployed
%

Employed
%Response

By household income (%)

5141465659Don’t know

Canada
%

$60K +
%

$40K to $60K
%

$20K to $40K
% 

< $20K
%Response

By province (%)

5151485557524755Don’t know

Canada
%

B.C.
%

Alta.
%

Sask.
%

Man.
%

Ont.
%

Que.
%

Atl.
%Response

3434
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51

62

41 41

59

48
55

Lack of Familiarity with 
Recent Initiatives

Lack of Familiarity with 
Recent Initiatives

National Less than 
high school

University 
degree

Not in
workforce

Employed <$20,000 >$60,000

(% who could not identify any recent programs, 
services or initiatives)

• There continues to be a segment of the population the Government has trouble 
reaching. Those who are least aware of recent programs, services or initiatives tend 
to have less than a high school education, not to be in the workforce, and to make 
less than $20,000 per year. These are also the people who are more likely to have 
low literacy skills.
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Government and Public Affairs: 
Credibility of Sources

Government and Public Affairs: 
Credibility of Sources

78 78 79
70

81 818080
75 73

77

53

Television Newspapers Internet Friends
& Family

Total Internet access No Internet access

% saying credible

• When we asked Canadians to consider the credibility of various sources of 
information regarding government and public affairs issues, all sources of information 
received high rankings (in excess of 70%). 

• While the Internet received the lowest rating of all four sources, it is interesting to 
note that those who have access rate the Internet as a credible source of information 
on government and public affairs issues.
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Level of Contact with the Government of Canada 
for Information or Assistance 

“In the past three months, approximately how often have you had contact with the Government of 
Canada for information or assistance?”

100100100100100Total

1418131083 or more

23272519131-2 times

6355617078Never

Canada
%

University 
degree

%

Post-secondary
%

High school
%

< High school
%Response

“How did you contact the Government to get this service?”

10991017Mail

544512Other

1312121612In person
223222117Internet

6764687072Telephone

Canada
%

University 
degree

%

Post-secondary
%

High school
%

< High school
%Response

By level of education

By level of education

3838
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The Role of Contact with 
and Service to

the Public

The Role of Contact with 
and Service to

the Public

Good service 
rating

Good service 
rating

Better 
performance 

rating

Better 
performance 

rating

Contact 
between the 
Government 

and the public

Contact 
between the 
Government 

and the public

• Contact with and service to the public are crucial elements of the relationship 
between the Government of Canada and citizens. Past research by the Canada 
Information Office (Listening to Canadians Fall 2000) has shown a link between 
satisfaction with service received and overall satisfaction with the Government’s 
performance. The winter 2001 survey reaffirms this relationship.

• Satisfaction with service received is important, moreover, because of the large 
number of Canadians who have direct contact with the Government. Over one-third 
(37%) of the Canadian adult population contacted the Government during the three 
months leading up to the January 2001 survey (see preceding page). The bulk of 
these contacts were made by telephone (67%), although a significant number (22%) 
were made through the Internet. 

• Both the frequency of contact with the Government and method of contact vary on 
the basis of education (see preceding page). While only one in five Canadians (21%) 
with less than high school education contacted the Government during these three 
months, almost half (45%) of those with university degrees did so. Canadians with 
post-secondary education were also much more likely to use the Internet to contact 
the Government and less likely to visit in person. Education is more strongly related 
to contact with the Government than other demographic characteristics such as 
income, age, gender or language.
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Satisfaction with Service or Information Received
“And how do you rate the overall quality of the service or information you received?  Please use a 7-
point scale where 1 means very poor, 7 means very good, and 4 means neither good nor poor.”

2021211420231617Poor (1,2,3)

1715191512162021Neither (4)

6261587067616261Good (5,6,7)

Canada
%

B.C.
%

Alberta
%

Sask.
%

Man.
%

Ontario
%

Quebec
%

Atlantic
%

By province or region

2020211917Poor (1,2,3)

1717151926Neither (4)

6264626057Good (5,6,7)

Total, 
Canada

%

University 
degree

%

Post-secondary
%

High school 
%

< High school
%

Response

202020Poor (1,2,3)

171619Neither (4)

626360Good (5,6,7)

Total, Canada
%

Women
%

Men
%Response

2016192220Poor (1,2,3)

1720181814Neither (4)

6263616064Good (5,6,7)

Total, Canada
%

60 +
%

45-59
%

30-44
%

18-29
%

Response

2019231916Poor (1,2,3)

1717161720Neither (4)

6263606263Good (5,6,7)

Total, Canada
%

$60K +
%

$40K to $60K
%

$20K to $40K
%

< $20K
%Response

By education

By gender

By age

By income (in $000)
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20%

17%

62%

Overall Satisfaction with 
Service or Information 

Received

Overall Satisfaction with 
Service or Information 

Received

Poor

Neither

Good

“And how do you rate the overall quality of the service 
or information you received?”

• Over six in ten (62%) Canadians give the Government a good rating for quality of 
service and information received while only one fifth (20%) give it a poor rating. 

• Moreover, there is uniformly high satisfaction all across the country and across the 
Canadian social fabric (see preceding page). The Government’s performance ratings 
are high in all regions, among all education levels, among both men and women, 
among all age groups and among all income categories. 

• Notably, there is  little variation in ratings according to education. Even though 
Canadians with less than high-school education are less likely to contact the 
Government than university graduates, once they make contact, they are only 
slightly less likely than other Canadians to be satisfied with the service or information 
received. 
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Impact of Service on Government Performance
“Generally speaking, how would you rate the performance of the Government of Canada? Please 
use a 7-point scale where 1 is terrible, 7 is excellent, and the mid-point is neither good nor bad.”

“And how do you rate the overall quality of the service or information you received? Please use a 
7-point scale where 1 means very poor, 7 means very good, and 4 means neither good nor poor.”

100100100100Total

31263544Poor (1,2,3)

30302829Neutral (4)

38443727Good (5,6,7)

Total, 
Canada

%

Good quality of 
service/ information 

(5,6,7) 
%

Neutral quality of 
service/ information 

(4) 
%

Poor quality of 
service/ information 

(1,2,3) 
%

Rating of 
overall 
performance

4242
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Impact of Service on the 
Government of Canada 

Performance Rating

Impact of Service on the 
Government of Canada 

Performance Rating

38%

27%

44%

Total

Poor service

Good service

(% giving good performance rating)

• Satisfaction with service or information received is strongly related to satisfaction 
with the Government’s overall  performance. While 38% of Canadians as a whole 
gave the Government a good rating for overall performance, 44% of those who had 
had a positive contact with the Government did so. 

• On the other hand, of those who had had a negative contact, only 27% gave the 
Government a good rating. Poor performance ratings were much higher among 
those who had had a negative experience (see preceding page). 

• The relationship between service rating and overall performance rating remained 
strong even when demographic characteristcs such as education, income, age, 
gender and language were taken into account. 
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Features of the Service Delivery 
of the Government of Canada

“Based on your experience or impressions, how would you rate the Government of Canada on the 
following dimensions of service delivery?  In terms of being . . .”

100283633Innovative
100303333Timely

100383129Reliable

100472524Accessible

100492721Respectful
100522619Courteous

100503018Overall quality of service

Total
%

Good (5,6,7)
%

Neutral (4)
%

Poor (1,2,3)
%Attribute

Percentage Giving Good Rating for Overall Service Delivery Among Those 
Who Gave “Good” Ratings to Selected Attributes of Service Delivery

77185Good (5,6,7)Respectful
84124Good (5,6,7)Innovative

85123Good (5,6,7)Timely

73225Good (5,6,7)Courteous
76195Good (5,6,7)Accessible

84133Good (5,6,7)Reliable

Rating for overall 
service: Good 

(5,6,7) 
%

Rating for 
overall service: 

Neutral (4) 
%

Rating for 
overall service: 

Poor (1,2,3) 
%

RatingAttribute
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Features of Service DeliveryFeatures of Service Delivery

27%

28%

36%

49%

44%

46%

31%

37%

44%

55%

57%

55%

Innovative

Timely

Reliable

Respectful

Accessible

Overall

No contact past 3 months Contact past 3 months

50%
61%

Courteous

• We asked survey respondents to rate their impressions of overall government 
service and  various features of government service delivery. The overall level of 
service gets a good rating from 50% of Canadians. The highest rated elements are 
courteousness, accessibility and respectfulness. The lowest are innovation and 
timeliness. 

• There is a strong relationship between contacting the Government and rating
government services. Those who had contacted the Government in the previous 
three months were more likely to rate all aspects of service delivery more positively 
than those who had not. Contact with the Government for information or services 
may, therefore, have a positive impact on the perception of government service
delivery. 

• The rating for all six attributes of service is strongly related to overall service rating. 
For example, 84% of those who give the Government a good rating for reliability give 
it a good rating for overall service; only 3% give it a poor overall service rating. 
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Rating Government of Canada Service
“Based on your experience or impressions, how would you rate the Government of Canada on the 
following dimensions of service delivery?  In terms of being . . .”

282728Innovative
302832Timely

383541Reliable

474548Accessible

494851Respectful

525252Courteous

504951Overall quality of service

Total, Canada
%

Women
%

Men
%Attribute

2817272621283037Innovative
3027272324332929Timely
3826313125454233Reliable
4744474137494450Accessible

4944504637534949Respectful

5247475343545454Courteous
5038454539565153Overall quality of service

Total
%

B.C.
%

Alta.
%

Sask.
%

Man.
%

Ont.
%

Que.
%

Atl.
%Attribute

% saying “good” (5,6,7) rating

By education

29
29

37

42
42
47

48

<High School
%

28
26

32

42
48
49

46

High School
%

282727Innovative
303133Timely

384538Reliable

475348Accessible
495253Respectful
525456Courteous

505352Overall quality 
of service

Total Canada
%

University 
degree

%

Post-secondary
%Attribute

By gender
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High school or less

• Lower levels of contact

• Use telephone, mail, in-person visits 
to contact

• High satisfaction with service

Demographic and Regional Profiles: 
Attitudes Toward Government Service to the Public

University degree and post-
secondary education

• Higher levels of contact 

• Use telephone and Internet to contact

• High satisfaction with service

Men

• High satisfaction with service received

• Believe service is reliable

Women

• High satisfaction with service

• Less positive about reliability

Atlantic

• High satisfaction with service received

• Most likely to believe service is 
innovative

Manitoba

• Positive experiences with service

• Least positive about government 
service in general and less positive 
attitudes about courtesy, reliability, 
timeliness, and innovation

Ontario

• Most positive attitudes toward 
government service 

• Believe government service is reliable

Alberta

• Positive experiences with service

• Less positive about government

• Reliability is negative

Saskatchewan

• Positive experiences with service

• Negatives include reliability and 
timeliness

British Columbia

• Positive experiences with government 
service

• Generally negative beliefs about 
service
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Service Rating by Method of Contact
“And how do you rate the overall quality of the service or information you received?  Please use a 7-
point scale where 1 means very poor, 7 means very good, and 4 means neither good nor poor.”

100100100100100Total

2--515Refused/ Don’t know

201462416Poor (1,2,3)
1713161727Neutral (4)

6273735852Good (5,6,7)

All Methods 
%

Internet 
%

In person 
%

Telephone 
%

Mail 
%

Rating of quality of 
service/ information

4848
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Positive Service Rating             
by Method of Contact
Positive Service Rating             
by Method of Contact
“And how do you rate the overall quality of 
the service or information you received?”

73

73

58

52

Internet

In person

Telephone

Mail

% giving good rating

• Canadians who contacted the Government for service or information through the
Internet or in person gave a higher rating for service or information quality than those 
who used the telephone or the mail. This relationship remains strong even when 
demographic characteristics such as education, income, age, gender and language
are taken into account.

• These results suggest that the Internet may have a positive long-term impact on the 
Government’s ratings for delivery of service and information to the public. 
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Internet Access and Recent Contact with the Government 
of Canada: By Region/Province and Demographic 

Characteristic
“In the past three months, approximately how often have you had contact with the Government of 
Canada for information or assistance?”  AND “Do you have access to the Internet?”

6337Total, Canada

8642$60K +
7038$40K to $60K
5032$20K to $40K
3636< $20K

Income

312560 and over
673545 to 59
734230 to 44
774218 to 29

Age

8245University degree
7239Post-secondary
5232High school
2822< High school

Education
7341British Columbia
6738Alberta
5633Saskatchewan
5732Manitoba
7040Ontario
5230Quebec
5432Atlantic

Province/Region

Internet Access

%

Contacted the Government 
of Canada

%

Region/Province       
Demographic Characteristic

Guide to levels in the grid on the opposite page

Contact with the Government

High: over 45% have contacted the 
Government 

Medium: 30% to 45% have contacted the 
Government 

Low: less than 30% have contacted the 
Government         

Internet Access

High: over 75% have Internet access

Medium: 50% to 75% have Internet access 

Low: less than 50% have Internet access

5050
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5151

Income $20K or less

Income $20K to $39K
Quebec

<High School

Age 60 years 
and over

B.C.Income $40K to $59K

30 to 44 years
45 to 59 years

Atlantic
Ontario

Manitoba

Saskatchewan
Alberta

High-School

Post-secondary

University 
degree

Income $60K+
18 to 29 years

Internet
Access

Low Medium High

High

Medium

Low

Internet Access and Contact: 
An Analytical Grid

Internet Access and Contact: 
An Analytical Grid

Contact with Government

• The above grid suggests that Canadians with university education, who are the most 
likely to have contact with the Government and to have high rates of Internet access, 
will be relatively easier to communicate with and serve in the Internet age. 
Canadians with community college, some university or completed high school 
education have levels of contact and Internet usage close to the national average.

• Canadians aged 60 and over and persons with less than high school education may 
be the most difficult for governments to communicate with and serve in the Internet 
age,  since both groups have relatively lower levels of Internet access and rates of 
contact with government. 
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Access to the Internet: Fall 2000 and Winter 2001 Total:
By Education, Age and Province/Region

Response to “Do you have access to the Internet?”

6365Total, Canada

8284University degree

7269Post-secondary

5255High school

2829< High school

Winter 2001
%

Fall 2000
%Level of Education

By education: % responding “yes”

By age: % responding “yes”

6365Total, Canada

363855 and over

737135 to 54

767918 to 34

Winter 2001
%

Fall 2000
%Age

6365Total, Canada

5462Atlantic

5255Quebec

7070Ontario

5758Manitoba

5659Saskatchewan

6770Alberta

7371British Columbia

Winter 2001
%

Fall 2000
%Province/Region

5252

By province: % responding “yes”
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5353

Internet AccessInternet Access
% with Internet Access

84 82

29 28

University
Less than high school

Fall
2000

Winter
2001

The Education Gap

79 76

38 36

18 to 34
55 and over

Fall
2000

Winter
2001

The Generation Gap

65 63

Fall
2000

Winter
2001

% with Internet 
access

• Despite the exceptional growth in Internet access in the past few years, we see for 
the first time a levelling off. 

• As a result, the gap between older and younger Canadians may remain wide. While 
76% of young adults currently have access, only 36% of persons 55 and over do.

• Similarly, the gap between university-educated Canadians and those with less 
education may remain.

• For this reason, although Government On-Line has great potential in many areas, 
traditional methods of service delivery and information dissemination will remain 
important.
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Intentions to Adopt the Internet
“How likely are you to use the Internet in the next twelve months? Are you very likely, somewhat 
likely, not very likely or not at all likely?”  (Asked only of persons with no Internet access.)

70667173746664Not very/
Not at all likely

29342727253236Very/ Somewhat 
likely

Canada
%

Atl.
%

Que.
%

Ont.
%

Sask./Man.
%

Alta.
%

B.C.
%Response

By province/region

By gender

706972Not very/Not at all 
likely

293127Very/Somewhat 
likely

Canada
%

Women
%

Men
%Response

By age group

Not very/Not at all 
likely

Very/Somewhat 
likely

Response

7089765438

2910234662

Canada
%

60 and over
%

45 to 59
%

30 to 44
%

18 to 29
%

By education

Not very/Not at all 
likely

Very/Somewhat 
likely

Response

7059587385

2940412713

Canada

%

University 
degree

%

Post-
secondary

%

High 
School

%

< High 
school

%

5454
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5555

Current Internet Access 
and Potential: 
By Age Group

Current Internet Access 
and Potential: 
By Age Group

63

29

65

73

75

11

7

8

12

16

26

64

27

9

15

Canada

60 and over

45 to 59

30 to 44

18 to 29

Currently have access Potential access Access unlikely

(%)

• The fact that growth in access has levelled off does not necessarily point to zero 
growth in the future. Canada’s Internet population has the potential for further growth: 
of the 37% of Canadians who do not yet have access, some three in ten indicate that 
they might use the Internet in the next 12 months. 

• Absolute growth would likely be greatest in the 18 to 29 and 30 to 44 age groups. 
These results suggest that a large number (64%) of Canadians aged 60 and over 
who do not have access to the Internet apparently have no intention of acquiring it in 
the near future. 

• Growth in Internet access would also be above average in British Columbia, among 
women and among persons with college or university education (see preceding 
page). Note that the greatest absolute growth will take place among segments of the 
population that already have high levels of access.
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Visits to Government of Canada Web Sites
“Have you visited any Government of Canada Web sites in the past three months?”

4622369Don’t know

52505452585248No

44434446394242Yes

Canada
%

Atl.
%

Que.
%

Ont.
%

Sask./Man.
%

Alta.
%

B.C.
%Response

By province/region

By age group

47633Don’t know

5266505150No

4427444648Yes 

Canada
%

60 and over
%

45 to 59
%

30 to 44
%

18 to 29
%

Response

By education

443516Don’t know

5247535757No

4449443927Yes

Canada
%

University 
degree %

Post-secondary
%

High school 
%

< High
school %Response

Visits to Government Web Sites and Government Service
“Have you visited any Government of Canada Web sites in the past three months?” AND “And how 
do you rate the overall quality of the service or information you received? Please use a 7-point scale 
where 1 means very poor, 7 means very good and 4 means neither good nor poor.”

2321Poor service (1,2,3)

2117Neutral (4)

5662Good service (5,6,7)

No
%

Yes
%Response

5656

T
h

e 
R

o
le

 o
f 

G
o

ve
rn

m
en

t 
O

n-
L

in
e 

in
 S

er
vi

ce
 t

o
 t

h
e 

P
u

b
li

c



5757

E-Communications              
and Government    

Performance Rating

E-Communications              
and Government    

Performance Rating

Better 
performance 

rating

Good service 
rating

Government 
On-Line

• A significant number (44%) of Internet users visited a Government of Canada Web 
site during the three months prior to the survey (see preceding page).

• While visits to government Web sites come fairly evenly from across the regions of 
the country, use of these Web sites is highest among university- and college-
educated people and among Canadians under 45. Internet access in these groups, 
as we have seen, is well above the national average. 

• Those persons who had visited a Government of Canada Web site gave the 
Government moderately higher ratings for service than those who had not (see last 
table on preceding page).

• The focus therefore shifts to the role of Government On-Line in improving the 
Government’s service rating and, ultimately, the overall relationship between the 
Government and Canadians. 
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Government On-Line and Innovation: Agreement by
Internet Access, Age, Education, and Region

Response to “Putting Government of Canada programs and services and information on-line makes 
Government more innovative in general.”

100100100Total

26--Don’t know

192515Disagree

786984Agree

Total
%

No Internet access
%

Internet access
%Response

By age

100100100100100Total

2721--Don’t know

193323159Disagree

7860758591Agree

Total
%

60 +
%

45-59
%

30-44
%

18-29
%Response

By education

100100100100100Total

21316Don’t know

1921162121Disagree

7878817873Agree

Total
%

University 
degree %

Post-
secondary %

High school
%

< High school
%Response

By region

100100100100100100100Total
2113233Don’t know

19192220211716Disagree

78807577778081Agree

Total
%

B.C.
%

Alta.
%

Man./Sask.
%

Ont.
%

Que.
%

Atl.
%Response

By Internet access

5858
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5959

78

84

69

Total

Internet access

No Internet access

Government On-Line and
Innovation

Government On-Line and
Innovation

“Putting Government of Canada programs, services and 
information on-line makes Government more innovative.”

% saying agree

• Canadian expectations of Government On-Line are strongly positive. A large majority 
(78%) of Canadians believe that putting programs, services and information on-line 
will make the Government more innovative. A majority of both those with Internet 
access and those without believe this to be the case. Moreover, agreement with this 
statement is high among Canadians of all age groups, from all educational 
backgrounds and from all regions. 

• This finding is important because, as shown earlier, only 28% of Canadians would 
describe current government service as innovative, making this the lowest rated of 
the six aspects of service mentioned. 
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Government On-Line and Interacting with Canadians: 
Agreement by Internet Access, Age, Education, and Region

Response to “Putting Government of Canada programs and services and information on-line improves the 
way Canadians interact with Government.”

100100100Total

26--Don’t know

202914Disagree

776585Agree

Total
%

No Internet access
%

Internet access
%Response

By age

100100100100100Total

2811--Don’t know

2032231512Disagree

7760768487Agree

Total
%

60 +
%

45-59
%

30-44
%

18-29
%Response

By education

Total

Don’t know

Disagree

Agree

Response

100100100100100

21129

2016202224

7783797667

Total
%

University 
degree

%

Post-
secondary

%

High school
%

< High school
%

100100100100100100100Total
2144233Don’t know

20221819201820Disagree

77777875787977Agree

Total
%

B.C.
%

Alta.
%

Man./Sask.
%

Ont.
%

Que.
%

Atl.
%Response

By region

By Internet access

6060
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6161

77

85

65

Government On-Line and 
Interacting with Canadians
Government On-Line and 

Interacting with Canadians

Total

Internet access

No Internet access

% saying agree

“Putting Government of Canada on-line improves the way 
Canadians interact with Government.”

• Canadians also believe that Government On-Line will improve the overall 
relationship between the Government and citizens. As before, an overwhelming 
majority (77%) are of this opinion.

• Again, this view is widely held by both persons with Internet access and those 
without, and persons in every age group, from every educational level and in every 
region. 
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Priorities for On-line Services: Demographic Groups and 
Regions/Provinces with Above Average Demand

“I am now going to read you a list of two services that might eventually be offered by the 
Government of Canada over the Internet and I would like you to tell me which one you feel you 
would be most likely to use.”

Education: University degree

• Voting in an election (55%)

• Applying for a passport (52%)

Education: Less than high school

• Applying for Canada Student Loan (33%)

• Applying for Employment Insurance (34%)

• Applying for Old Age Supplement (30%)

Age: 60 years and over

• Applying for Old Age Supplement (33%)

• Participating in a government survey (65%)

• Registering opinions (65%)

Income: $60K and over

• Filing income taxes (66%)

• Applying for passport (55%)

British Columbia

• Reserving site in national park (48%)

Saskatchewan and Manitoba

• Registering opinions (62%)

Quebec

• Applying for Canada Student Loan (31%)

• Applying for Employment Insurance (41%)

• Applying for the Quebec Pension Plan (33%)

• Applying for Old Age Supplement (29%)

• Applying for a Social Insurance Number (32%)    

Age: 18 to 29

• Applying for Canada Student Loan (47%)

• Applying for Employment Insurance (36%)

• Reserving site in national park (47%)

• Applying to the Public Service (45%)

Income: Less than $20K

• Applying for Employment Insurance (36%)

Alberta

• Reserving site in national park (49%)

• Voting in an election (61%)

• Participating in a government survey (65%)

• Registering opinions (65%)

Ontario

• None

Atlantic

• Applying to the Public Service (41%)

6262
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6363

Priorities for On-line ServicesPriorities for On-line Services

22%

23%

23%

26%

28%

34%

43%

44%

46%

51%

53%

56%

56%

61%

Applying for SIN card

Applying for Student Loan

Applying for Old Age Security 

Applying for EI

Applying for CPP

Applying to the PSC

Reserving at Nat'l parks

Checking Status of CPP

Applying for a passport

Registering for an election

Voting in an election

Participating in a survey

Registering opinion

Filing income taxes

% choosing the service

• We asked respondents with Internet access to rate the priority of services that might 
eventually be offered on-line. Filing income taxes was chosen as the priority by 61%. 
Demand for this service is high in all regions.

• Following are opportunities to provide feedback to the Government, for example by 
responding to surveys and participating in the political process by voting. Only 
slightly further down the list are program-related activities, such as checking Canada 
Pension Plan (CPP) status and reserving at national parks. 

• The demand for services varies according to different demographic categories and 
regions or provinces (see preceding page). 

• Noteworthy trends are the high demand for program-related transactions among 
young adults, people with less than high school education, and Quebecers. There is 
high interest in Alberta in electronic participation in the political process. 
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Priorities for On-line Information: Demographic Groups 
and Regions/Provinces with Above Average Demand

“I am now going to read you a list of two services that might eventually be offered by the 
Government of Canada over the Internet and I would like you to tell me which one you feel you 
would be most likely to use.”

Education: University degree

• None

Education: Less than high school

• Job search (61%)

Age: 60 years and over

• Weather (59%)

Income: $60K and over

• None

British Columbia

• None

Age: 18 to 29

• Education-related (62%)

• Career-related (65%)

• Job search (69%)

Income: Less than $20K

•Career-related (62%)

•Job search (69%)

Alberta

• None

Ontario

• None

Saskatchewan and Manitoba

• Weather (58%)

Quebec

• E-mail government employee (61%)

• Career-related (62%) 

Men

• Business-related (55%)

• Weather (55%)

Urban

• Career-related (57%)

Atlantic

• Weather (68%) 

Women

• Lifestyle and health-related (53%)

• Government of Canada services available in 
the community (65%)

Rural

• Weather (59%) 

6464
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6565

Priorities for On-line
Information

Priorities for On-line
Information

49

50

52

52

54

54

54

60

Health information

Services for business

Weather reports

Education information

Career information

E-mail government officials

Job search

Local GoC progs. and services

% choosing type of information

• We then asked respondents with Internet access to rate the priority of certain types 
of information. We found relatively high demand for on-line information. Canadians 
are above all interested in Government of Canada programs and services in their 
community (chosen by 60%). 

• There is also high demand for many other types of information, including job 
searches and information on careers, education, weather and services for business. 
Many Canadians (54%) want to be able to e-mail government officials directly to 
make enquiries. 

• There is a great deal of interest in community-related information everywhere in the 
country. The table on the opposite page also shows an above-average demand for 
information among demographic groups and provinces/regions.

• Noteworthy trends here are the high level of interest in education, job and career 
information among young adults, and the high level of interest among women in 
programs and services available in the community.
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Expectations From Government On-Line: 
By Internet Access 

“I am going to read you a list of two possible improvements . . . and I would like you to tell me which 
one is most important to you personally.”

353534Providing more 
timely information

363437Providing faster 
service to Canadians

393740Providing a wider range 
of services to Canadians

403942Providing a level of service as 
good as that of the private sector

443946Providing better access 
to information

465541Providing a higher level of respect 
for people like yourself

585460Providing more 
accurate information

606060Providing more useful 
services to Canadians

636562Providing more reliable 
services to Canadians

696871Ensuring transactions where the privacy 
of people like yourself is secure

Total
%

No Internet access
%

Internet access
%Improvement

6666
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6767

35

36

39

46
58

63
69

60

Expectations from  
Government On-Line

Expectations from  
Government On-Line

More timely information

Faster service

Wider range of services

Higher level of respect

More accurate information

More useful service

More reliable service

Secure transactions

% choosing

“I am going to read you a list of two possible improvements . . . and
I would like you to tell me which one is most important to you.”

• When asked to prioritize their expectations of Government On-Line, respondents 
cited ensuring secure transactions as the most important (69%). 

• Quality of service and information represents a second tier of priorities. Canadians 
rate highly the importance of reliable service (63%), useful services (60%) and 
accurate information (58%). 

• Timely information and speed of service are inherent strengths of the Internet and, 
consequently, strengths of Government On-Line. Conversely, they are the perceived 
weaknesses of traditional service delivery. Thus, Government On-Line has the 
potential to boost service delivery ratings. 

• Canadians without Internet access tend to rate a higher level of respect much more 
highly than do those with access. 
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Willingness To Send Personal Information via the Internet 
To Access Government On-line Services

“If you wanted to get a service from the Government of Canada over the Internet, which of the 
following types of information would you be willing to send over the Internet to get this service?”

By Internet access

12515Bank account number

16424Credit card number

362344SIN number

493657Personal health info.

685179Home address

Total, Canada (%)No Internet access (%)Internet access (%)Type of information

By gender

Bank account number

Credit card number

SIN number

Personal health info.

Home address

Type of information

12

16

36

49

68

Total, Canada (%)

815

1221

2845

4751

6176

Women (%)Men (%)

By age

12

16

36

49

68

Total, Canada (%)

Bank account number

Credit card number
SIN number

Personal health info.

Home address

Type of information

691319

4141927
29344041

54425367

54697376

60 + (%)45-59 (%)30-44 (%)18-29 (%)

By education

121811710Bank account no.

16271697Credit card no.

3648362926SIN number

4953514543Personal health 
info.

6880696251Home address

Total, 
Canada

%
University degree %

Post-
secondary

%

High 
school

%

< High 
school

%
Type of information

6868
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6969

Willingness to Send Personal 
Information via the Internet:   

by Type

Willingness to Send Personal 
Information via the Internet:   

by Type

12%

16%

36%

49%

68%

Bank account no.

Credit card no.

SIN no.

Personal health info.

Home address

% willing

• Canadians are still very reluctant to send most types of personal information over the 
Internet in order to engage in personal transactions. A bare majority are willing to 
divulge their home address and personal health information, and relatively few would 
divulge financial information such as credit card or bank account numbers. 

• Even among persons with Internet access, fewer than half would be willing to give 
their personal identification numbers. Canadians with no Internet access are even 
less willing to do so (see preceding page). 

• Willingness to disclose personal identifiers is also much lower among women, older 
Canadians and persons with less than high school education. A majority of persons 
aged 60 and over (54%) would be willing to give personal health information over the 
Internet. 
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Importance of Traditional Delivery Methods: By Internet 
Access, Age, Education, and Region

“If the Government of Canada had a secure Web site to guarantee that your personal information 
remains confidential, would you use this Web site to obtain government services, or use other 
methods, such as mail or telephone?”

100100100Total

242Neither/Don’t know

497234Other methods

492464Web site

Total
%

No Internet access
%

Internet access
%Response

By Internet access

By age

Total

Neither/Don’t know

Other methods

Web site

Response

100100100100100

2522--

4974523737

4921466163

Total
%

60 +
%

45-59
%

30-44
%

18-29
%

By education

100

2

49

49

Total
%

Total

Neither/Don’t know

Other methods

Web site

Response

100100100100

2123

33475771

65514126

University 
degree %

Post-
secondary %

High school
%

< High school
%

By region

100100100100100100100Total
22--2233Neither/Don’t know

49444752475350Other method

49525346514447Web site

Total
%

B.C.
%

Alta.
%

Man./Sask.
%

Ont.
%

Que.
%

Atl.
%

Response

7070
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7171

“If the Government of Canada had a secure Web site . . ., would 
you use this Web site to obtain government services, or use 

other methods, such as mail or telephone?”

Importance of Traditional 
Delivery Methods

Importance of Traditional 
Delivery Methods

Total Internet
Access

No Internet
Access

Internet Other Methods

49%

64%

24%

49%

34%

72%

• Despite the importance of ensuring security, this survey found that, even if concerns 
about security were met, many Canadians would still prefer traditional methods of 
obtaining services from the Government. While 64% of those Canadians with 
Internet access are prepared to use secure Web sites, a strong majority of those 
without access (72%) would prefer more traditional methods of service delivery. 

• Traditional methods of service delivery are also strongly favoured by Canadians 60 
and over (74%), persons with less than high school education (71%) and Quebecers 
(53%) (see preceding page). 

• However, a majority of Canadians under 45 and those with post-secondary or 
university education would use a secure Web site for on-line transactions. 
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ConclusionConclusion
• Current priorities: social issues, 

especially health care

• “Service” focus of corporate 
communications

• Government On-Line has potential to 
improve satisfaction with service

• Traditional service methods remain 
important

• Canadians want the Government to focus on social issues, particularly health care, 
children and education. 

• Although they are concerned with social issues, they believe the Government in its 
new mandate will focus primarily on economic issues.

• In the event of an economic slowdown, Canadians will become more concerned with 
economic issues, particularly jobs, unemployment and economic management.

• Increased contact with the public and high quality service are important factors that 
can contribute to a better long-term relationship between the Government and 
citizens. Given that the Internet has so far made a positive impact on the delivery of 
service to the public, Government On-Line has the potential to improve the quantity 
and quality of contacts between the Government and the public. 

• Canadians have positive expectations of Government On-Line. They place a high 
priority on reliable service and accurate information through the Internet, but most of 
all, they expect the Government to provide a high level of security and privacy. 
Consequently, most Canadians are still reluctant to divulge confidential personal 
data in electronic transactions with the Government. 

• Finally, while many Canadians are ready to embrace Government On-Line, many 
are not ready to start using the Internet, let alone conduct transactions electronically. 
Traditional methods of contact – telephone, mail and in-person visits – will be 
important vehicles of communication and service delivery in parallel with the 
increasing role of the Internet for some time to come, especially for those segments 
of the Canadian public that are not yet on-line. 
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The Survey (Wave VIII)
• Total sample – 4, 950 adults aged 18 and over

• Maximum margin of error for the total sample for Canada at a 95% confidence interval: 1.4%

• Over-sampling done in Saskatchewan, Manitoba, Newfoundland, and Prince Edward Island

• Interviewing conducted by telephone by the firms Ipsos-Reid and GPC Communications between 
January 15 and January 31, 2001                 

+/-1.4%49504954100TOTAL

(682)+/-(3.0%)(1102)(396)(7.8)(Atl.)

306+/-5.0%400941.8Nfld.

376+/-5.0%40226.4P.E.I.

+/-8.9%1251513.0N.S.

+/-8.9%1251252.6N.B.

+/-3.0%1100122225.3Que.

+/-2.8%1301185637.8Ont.

129+/-5.5%3251964.1Man.

145+/-5.6%3221773.6Sask.

+/-5%4004589.3Alta.

+/-4.7%45064912.1B.C.

Over-sampling 
(number of 
persons )

Maximum 
margin of error

Number of 
interviews 
conducted

Proportion of sample in 
relation to proportion of 
Canada’s population

Actual 
percentage of 

Canada’s 
population

Total Interviews by Ipsos-Reid and GPC Communications 
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+/-+/-2.0%26002598100TOTAL

+/-(3.6%)(752)(213)(7.8)(Atl.)

248+/-5.8%300521.8Nfld.

285+/-5.8%30217.4P.E.I.

+/-11.5%75803.0N.S.

+/-11.5%75642.6N.B.

+/-4.5%50063025.3Que.

+/-4.5%50197837.8Ont.

125+/-6.7%2251004.1Man.

130+/-6.7%222923.6Sask.
+/-7.1%2002459.3Alta.
+/-7.1%20034012.1B.C.

Over-sampling 
(number of 
persons )

Maximum 
margin of error

Number of 
interviews 
conducted

Proportion of sample in 
relation to proportion of 
Canada’s population

Actual 
percentage of 

Canada’s 
population

+/-2.1%23502356100TOTAL

(108)+/-(5.8%)(300)(183)(7.8)(Atl.)

58+/-10.0%100421.8Nfld.

91+/-10.0%1009.4P.E.I.

+/-14.1%50713.0N.S.

+/-14.1%50612.6N.B.

+/-4.1%60059225.3Que.

+/-3.5%80087837.8Ont.

4+/-10.0%100964.1Man.

15+/-10.0%100853.6Sask.

+/-7.1%2502319.3Alta.
+/-6.3%25030912.1B.C.

Over-sampling 
(number of 
persons )

Maximum 
margin of error

Number of 
interviews 
conducted

Proportion of sample in 
relation to proportion of 
Canada’s population

Actual 
percentage of 

Canada’s 
population

Interviews by GPC Communications 

Interviews by Ipsos-Reid
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