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Executive Summary

The Strategic Counsel is pleased to present this report to the Canada Revenue Agency (CRA) measuringthe
experience of first-time applicants for the Canada Child Benefit (CCB).

A. Background and Research Objectives

The CCBis a tax-free monthly payment made to eligible families to hel p them with the cost of raising a child under

18 yearsof age. The CCB may alsoinclude the child disability benefitandany related provincial or territorial
programs.

The initial survey of first-time CCB applicants was conducted in 2000. Additional surveys of GST/HST clients, and
regularrecipients of the CCB wereadded in 2005 and 2006 respectively. All of these surveys were used to gauge
clientawareness andsatisfaction with the programs as well as to populate results againsta ‘client satisfaction’
indicatorincluded in the CRA performancereporting.

The purpose of the proposedstudy of first-time applicants is to support CRA’s continuous service improvement
initiatives, providing an opportunityfor program recipients to offer feedback interms of:

e Their overall client satisfaction; and
e Specific aspects of program delivery and service, as defined by the program area.

Resultsfromthesurveywill also be used to assist CRAin better understanding benefitand creditapplicants, andto
improve program, services and communications.

B. Methodology

In previous years, the CRAsurveys have been undertakenusing both online andtelephone methodologies. Inline

with general trends in the market research industry, declining response rates for client surveys have becomean
issue.

Given the availability of telephone numbers for first-time applicants and the ability to take a more targeted
approach, itwas decidedthata tel ephone methodology remainedthe mostappropriate and efficient way of
obtaining feedback from clients.

CRA provided The Strategic Counsel with a list of 10,000 first-time applicants. Listsincluded the contact’s name,
telephone number, location (i.e., province) andthe method by which they applied forthe CCB. Itshould be noted
thatthelist(and thefinal sample of those surveyed) contains a small percentage (4%) of those who are currently
notin receiptof CCB payments (i.e., their application had not been approved atthe timethe survey was
conducted). As such, the final sampleincludes first-time applicants and recipients of the CCB.

Fromthelist, The Strategic Counsel completed surveys with a total of 800clients across Canada. Soft quotas were
setto ensurethefinal sample reflecteda reasonable proportion across regions and by method of application,
closelyaligned with the proportioninwhich they appearin thelist provided by the CRA. Otherwise, no additional
guotas weresetforgender, age or education of clients. This approach meantthatno additional weighting of the
data wasrequired.

Further details on the methodology can be foundin alater section of this report. Theresponserate calculation,
and theEnglishandFrench surveys areincluded in the Appendix.
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C. Key Findings
1. ClientExperience Applyingforand Receivingthe CCB

Based on information provided by the CRAfor clients surveyed, the vast majority (68%) applied forthe CCB atthe
time of registering their newborn’s birth. Thisis knowninternally as the Automated Benefits Application (ABA).
One-thirdas many (24%) completed a paperapplicationand relatively few (8%) filled out an application onlinevia
CRA’s My Accountsecure portal (BOA).

Correlating this data withtheinformation provided by respondents based on their recollection of how they applied
shows a discrepancy between theactual methodandwhatthey recall. Further analysisindicates thata higher
proportion of clients in Quebec misstated the method by which they applied (42%). The discrepancyappears to
stem from some degree of confusion between the Automated Benefits Application process (ABA), at the time of
registering a newborn’s birth, but confused this with the My Account Secure portal (BOA).

Whilethis discrepancy has no bearingon the applicant’s eligibility for the CCB, it does suggest that the options for

applying forthe CCB, and thelabels or terminologyusedto describe these options, may be confusing or unclear to
prospective applicants.

Notably, although very few of those surveyed applied throughthe My Account portal, many (64%) are aware of this

option. Even amongthose who submitted a paperapplication, almost two-thirds (64%) are aware of the optionto
apply onlinethrough the portal.

Interestingly, althoughrespondents whosubmitted a paperapplicationrecallthe application processing time being
longer as compared to those who appliedthrough ABA or BOA (44% of the | atter received a responsein 7 weeks or
less, compared to 63% of those who applied by ABAor BOA), all respondents, regardless of how they applied, are
generallysatisfied. Acrossthe entireclientgroupsurveyed:

e 88%weresatisfied with all aspects of the application process (51% ‘very satisfied’ and 38% ‘somewhat
satisfied’);and

e 84%weresatisfied with the application response time (53% ‘very satisfied’ and 32% ‘somewhat satisfied’).

Itis the case, however, that satisfactionlevels do decline with longer processing times, but the correlation between
satisfaction and processing timeis more clearly evident among those who appliedvia ABA or BOA methods.
Among this group, satisfaction drops off markedly atthe 8 or 9 week mark (67%, versus 95% for those who
received a response within 4-5weeks). By contrast, satisfactionlevels among those who submitted a paper
applicationareless affected by response times and remain quite high even forthose who recall receiving a
response 11 weeks afterapplying (80%, versus 97% for those who receiveda response within 4 -5 weeks).

A partial explanation of the relative lack of variabilityin satisfaction according to response time canbefoundin
respondents’ answers to a questionabout whatis mostimportant to themin terms of CCB service. Respondents

focus primarilyon on-time delivery of payments (37%) and payment accuracy (23%). They placefar less
importance on application processing time (15%).

2. ClientExperience Updatingand Managing CCB Information

Mostof those surveyedare currentlyreceiving CCB payments (94 %), but rel atively few among them (24%) have
updated their personal CCB information (slightly higheramong those who applied by BOA or paper). Amongthe
group who have updated theirinformation, the most common ways of doing sowere by calling the 1-800 Benefits
enquiries line or through the My Account option (38%). Satisfactionlevels with all of the means of updating
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information were high, withlower satisfaction ratings associated with those who updated information by writing a
letter to their tax centre (78%) and somewhat higher satisfactionlevels forall other options (My Account (84%), 1 -
800 Benefits enquiries line (85%), MyCRA App (95%) and MyBenefits CRA App (100%)).

Mostclientsindicatedthat their preferred means for updating would be online via My Account, although for those

who submitted a paper application, a significant proportionwould preferto callthe CRA. For thisgroup, the
opportunity to interact with a CRArepresentative holds some value.

Clients expressed high levels of awareness of the ability to update their personalinformationandview their
benefit/credit detailsthrough the My Account portal (83% and 76%, respectively). Awareness of the MyBenefits
CRA mobileapp was considerably lower (43%). This accounts forthefactthatvery few clients (3%) indicatedthat
they would likelyuse this method to update their personal information. Clearly thereis a significant opportunity to
raiseawareness of the various means for updating and managing clients’ CCB profiles, including the MyCRAand
MyBenefits Apps.

Many clients hearaboutthe CCB through friends or family (48%) or at the hospital after their child’s birth (26%).
Very few are hearing aboutitfromthe government, including directly from the CRA.

3. Use of Canada.ca

Over halfof clients have used Canada.cato search forinformation about the CCB online. Not surprisingly, thisis
more common among those who applied via the My Account portal (74%). Clients give Canada.ca high marksin
terms of easeof use:

e Easytounderstandthe CCBinformation (80%);and

e Easytofindthe CCBinformation (76%).

4. Awarenessof Other Facts about the CCB

Most clients are aware that filing theirtaxreturns every yearis required in order to continue to receive the CCB
(84%), althoughthereis some opportunity to boost understanding of this requirementin certain provinces: British
Columbia, Ontario and Alberta where almost one-in-five were unaware of this.

Far fewer clients areaware that by applying for the CCB, the CRA automatically determines their eligibility for
related provincial andterritorial child benefits and credits (56%). Thereis a real opportunity to get this message
outmorebroadlyin virtuallyall regions of the country.

D. Conclusions

Based on theviews andexperiences of clients a number of opportunities surface for the CRA. They tend to fall
within two areas:

Awareness-Raising

e CRA maywishtoreview howitdescribesthevarious options forapplying for the CCB. In particular there
could bea greater distinction made between the ABA and BOA options to clarify this for clients.

e Drivingmoreclients towards the BOA option (the My Account portal) maylead to greater efficiencies,
including:
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o improving the currency of clientinformation/profiles, as those who applied viaBOAare both
moreinclined to update their profiles and to do sothrough the My Account portal, and

o applicationresponse times.

e Actively promoting the various methods for applying for the CCB, andensuring s ponsorship is clearly

linkedback to the Government of Canada orthe CRA, may have beneficial effects as manyclientsare
generallysatisfied with the applicationprocess.

e Additionally, there are opportunities to encourage CCB recipients to keep their profiles up-to-dateand to:
o Ensurethey know they canview theirbenefit/credit details through the My Account portal; and

o Makethemawarethatthey candownload the MyBenefits CRA mobile app which will makeit
easier forthemto geta quick view of their benefit/credit details.

e Finally, the message that CRAautomatically determines eligibility for related provincial and territorial
benefits should be more actively communicated.

Improving Application Response Times

e Althoughitisnota top priority for clients, improving response times for those who submita paper
applicationcould improve overall satisfaction.

Contract Number: 46558-193850/001/CY
Contract Value: $41,810.00
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Background and Research Objectives

The Canada child benefit (CCB) is a tax-free monthly payment made to eligible families to helpthem with the cost
of raisinga childunder 18 years of age. The CCB may alsoinclude the child disability benefitandany related
provincial or territorial programs.

Since 2000, Canada Revenue Agency has been conducting satisfaction studies to gauge clientawareness and
satisfaction with CCB. Theinitial survey of first-time CCB applicants was conducted in 2000. Additional surveys of
GST/HST clients, and regularrecipients of the CCB were added in 2005 and 2006 respectively. Inadditionto

measuring satisfaction levels, these surveys were usedto populate results against a ‘client satisfaction’ indicator
included in the CRA performance reporting.

The purpose of the proposedstudy of first-time applicants is to support CRA’s continuous service improvement
initiatives, providing an opportunityfor program recipients to offer feedback interms of:

e Their overall client satisfaction; and
e Specific aspects of program delivery and service, as defined by the program area.

Results provide a better understanding of benefitand creditapplicants, and will provide direction to improve
programs, services and communications.
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Methodology

A telephone survey of 800 first time CCB applicants was undertaken utilizing lists with contact information provided
by the CanadaRevenue Agency.

Sample Design

The Canada Revenue Agency provided The Strategic Counsel with a list of 10,000 CCB first time applicants. Thelist
included informationsuchastheirname, phone number, postal code, province, language and application method.

In accordance with the originalsample provided, s oft quotas were established to ensure the sampleincluded a

cross-section by language and province. Quotas were alsoputin placeto ensure a sufficient number of res ponses
from each applicationmethod.

The chartbelow outlines the percentage by language, province, and application method in the originalclient list
andthefinal completes achieved.

QUOTAS: CLIENT SAMPLE VERSUS ACTUAL COMPLETES

ClientList ClientList _ ~ctua
Completes
n % %
n=800
Language
English 7646 76 79
French 2354 24 21

Province

AB 1189 12 16
BC 1135 11 7
MB 425 4
NB 203 2
NL 122 1 2
NS 243 2 4
NT 13 <1 <1
NU 11 <1 <1
ON 3598 36 36
PE 44 <1 1
Qc 2635 26 25
SK 372 4 4
YT 10 <1 <1

Application Method

ABA - Automated Benefits Application 7317 73 68
(Through birth registration)

BOA — Online through MyAccount 819 8 9
PAPER- Paper Application 1864 19 24
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Fieldwork and Response Rates

In total 800applicants completed the survey, with a response rate of 14%. Theresponse rate was calculated using
the Empirical Method formula and details on the call dispositions canbe found in Section A of the Appendix.

The telephone survey was conducted between October 29 and November 20, 2018. The survey was intended to be
no morethan 10 minutes in length and the average durationwas about 8 minutes.

Pretesting

As per Government of Canada Standards for Public Opinion Research, pre-testing was undertaken priorto
launching thesurvey. The survey was pre-tested by telephone among n=20 (10inEnglish and 10in French) first
timeapplicants priorto commencing full field in order to obtain feedback with respect to length, ease of
completion, and comprehension.

Duringthe pre-test, a few areas forimprovement were noted. The Strategic Counsel recommended the following
minor revisions to the questionnaire, whichwere approved by CRAand implemented priorto launch.

e Q1:The method of application is asked both to therespondentin Qlandis pre-coded in theclient
database provided by CRA. CRA confirmed that Q1 shouldstill take precedence andany inconsistencies
would bereviewedandanalyzed during data quality control.

e Q1:0Onepre-testrespondent mentioned registering by “filling out paperworkatthe hospital.” This
response overlaps two answer categories (Automated Benefits Application and Paper Application Form).
Inthis case, theinterviewis to reconfirm (“sowhileregistering the birthatthe hospital”) andrecord asan
Automated Benefits Application.

e Q21:Questionshouldbe updated to includethose who do nothavea spouse or partner.

e (Q27:Add aresponse category for “Parental/maternity leave”. Giventhe nature of the respondents, this
was a commonresponseinthe pre-test.

Partial Data and Discrepancies

Following the pre-test, a series of interim data tables was provided to the client. Upon review of the data tables,
The Strategic Counsel discovered a number of discrepancies between the pre-coded application method from the
client database and what respondents were reportinginresponseto Q1 “How didyou applyfor the CCB?”. Atthis
time there were n=78 instances of discrepancies accounting for 31% of the sample.

Given issues with client recall, and some degree of confusion, a decisionwas taken to continue to ask respondents
how they recall applying for the CCB, butto base anyskip patternsin the survey on the actual method of
applicationas provided by CRA. Pleaserefer to the Detailed Findings for amorein-depthanalysis of the
comparison between Q1 and the pre-coded applicationmethod inthe final data.

Note to Reader

Unless otherwise noted, results showninthis reportare expressed as percentages and maynotaddup to 100%
dueto roundingand/or multiple responses to a given question.

10
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Detailed Findings from the Survey

A. Applying forthe CCB

The Canada Child Benefit (CCB) is a tax-free monthly payment made to eligible families to assist them with the
costs associated with raising children under 18 years of age. Informationfrom annual income taxand benefit
returns is used to calculate theamount of the CCB. Prospective applicants areinstructed to followa three-step
process: first, findoutifthey areeligible, then apply forthe CCB and, finally, keep their informationup to date.
This informationis available on the Canada Revenue Agency (CRA) website at https://www.canada.ca/en/revenue-
agency/services /child-family-benefits/canada-child-benefit-overview/canada-child-benefit-apply.html.

1. Method of Application

Therearea number of ways in which applicants mayapply forthe CCB: by completing the Automated Benefits
Application (ABA) when registering the birth of a newborn, via the ‘My Account’ secure online portal (BOA), or by
completing a paperapplication Form RC66, the Canada Child Benefits Application.

When asked how they applied forthe CCB, the largest share of respondents (39%) indicated they had doneso by
registering their newborn’s birth withthe province or territory using the Automated Benefits Application, followed
by those who completed an application viathe My Account secure online portal (30%), andthose completing a
paper application From RC66 (25%).

Thesefigures, basedon respondents’ recollection, do not fully align withthe information CRA providedregarding
the actual method of application which was included on the clientlist, alongwith client contactinformation, for
the purposes of reaching outto clients. Accordingto theinformation provided, overtwo-thirds (68% or n=544) of
clients surveyed hadapplied viathe ABA, while about one-quarter (24% or n=188) had completed a paper
applicationandjust under one-in-ten (8% orn=68)hadapplied throughthe My Account portal. As thetable below
indicates, just over half (53%) of clients who used the ABA correctly recalled how they hadapplied. However, over
one-quarter of this group (28%)indicated they hadapplied via My Account. Similarly,amongthose who completed
a paper application, just over two-thirds (68%) correctlyidentified this as the method of application, but one-in-five
(20%) cited the My Account portal as the method by which they recalled havingapplied forthe CCB. Although, few
in number, those who in fact did apply using My Account were more likely to correctly recall this as their method of
application (78%).

The data tables throughout this reportinclude a breakout (banner) by the actual application method provided by
CRA.

RECALLED METHOD OF APPLICATION.
BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account

800 544 188 68

% % % %
Using "Apply for child benefits" via My Account, the CRA 30 28 20 78
secure portal (BOA)
Completing a paper application (Form RC66) 25 12 68 10
When you registered your newborn's birth with your province

. 39 53 9 7

or territory (ABA)
Don't know / don't remember 6 7 4 4

12
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Q1. How did you apply for the CCB?

The discrepancy between ‘actual’ and ‘recalled’ method of application suggests there is some confusion among
clients particularlyamong those applying by registering their newborn’s birth withthe province/territory using the
Automated Benefits Application (ABA) or completing a paper application. Asignificant proportionof respondents

applying by these methods (28% and 20% respectively) believe they submitted their application via the My Account
onlineportal.

Inall, 284 CCB clients surveyedincorrectlyidentified the method by whichthey applied, whichrepresents 35
percent of thetotal sample. Another48 respondents did not recall the method by which they applied,
representing6 percent of thetotal sample. Acloserlook atthediscrepancy reveals thatthisissueis more
prevalentinQuebec(42% of respondents from this province identified a method of application which varied from
the actual). Among Quebec clients surveyed who mistakenly recalled the method by which they applied, slightly
morethan half (52%) actuallyapplied when they registered their newborn’s birth with the province (ABA), but
answeredin thesurvey thatthey had done so using the My Account secure portal (BOA). Although a smaller
proportion of Ontario respondents incorrectly recalled howthey had applied (36%), confusion among those who
thoughtthey had applied via ABAbuthad actually appliedvia BOA (66%) also representedthe largest share of all
discrepancies. Thesame was truein British Columbia where thisissue accountedfor overthree-quarters (77%) of
all discrepancies identified among clients surveyed in that province.

2. Awarenessof Online Application

Regardless of how they recall applyingfor the CCB, those respondents who had completed a paperapplication
according to theinformation provided by the CRAwere askedif they were aware thatthey couldapply using the
CRA’s My Account Service. Justunder two-thirds (64%) are aware of the My Account Service, while theremainder
(36%) arenot.

AWARENESS OF MY ACCOUNT SERVICE.
BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
(Birth registration) Application Account
207 30c 175 2c
% % % %
Yes 64 63 64 100
No 36 37 36 -

Q2. Did you know you could apply for child benefits online using the CRA's My Account Service? Asked only of those who
applied by paper application, according to the information provided by CRA.
¢ Caution, small base size

Across demographicgroups, women (72%) exhibited higherlevels of awareness, compared to men (54%).
There were no significant differences across regions.

3. Application Response Time

Respondents were asked how longittook afterthey had applied forthe CCB to receive a response from the CRA.
Becauseresponse times vary depending on the method of application, two separate questions were included in the
survey to evaluate CRA’s responsiveness. Based on the actual method of application, not what respondents
recalled, those who submitted theirapplication via My Account or at the time of their newborn’s birth through
their province or territory were streamed to one question. Those who submitted a paper application were
streamed to a different question.

13
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The majority (63%) of respondents who applied eitherthrough My Account or atthe time of their newborn’s birth
through their province or territoryreceiveda response within 7 weeks (45% within 4 to 5 weeks; 18% within 6 to 7
weeks). For justunderone-in-five (17%) the response time was 8 weeks or more (9% within 8 to 9 weeks; 8% over
9 weeks). Aboutthesamenumber (19%)could notremember how longittook to receive a response and justone
percenthavenotyetreceived a response.

Notably, response times appear to be slightly faster for those who applied through My Account (BOA). Alarger
proportion of those who applied by this method, versus those who registered their newborn’s birth with their
province or territory (ABA), received a response within4 to 5 weeks (59% vs. 43%, respectively). By contrast, for
closeto one-in-five (19%) of those who applied via ABAtheresponse took 8 weeks or more, compared to just

under one-in-ten (8%) of those who of those who appliedvia BOAwho received a response withinthe same
timeframe.

RESPONSE TIME FOR THOSE WHO APPLIED VIA MY
ACCOUNT OR REGISTERING AT TIME OF NEWBORN'’S BIRTH.
BY ACTUAL APPLICATION METHOD

Online
Automated Benefits Application
Application Paper through My
TOTAL (Birth registration) Application Account
570 504 66
% % n/a %
4-5 weeks 45 43 n/a 59
6-7 weeks 18 18 n/a 18
8-9 weeks 9 10 n/a 2
Over 9 weeks 8 9 n/a 6
Have not yet received a response 1 2 n/a -
Don't know / don't remember 19 19 n/a 15

Q3. Once you applied for the CCB, how long did it take for you to receive a response about your application? Asked only
of those who applied by My Account or registered at the time of newborn’s birth, according to the information provided
by CRA

Responsetimes didvary somewhat across the regions. Most notably, a higher proportionof clients in Quebec
(55%) indicated they hadreceived a response within 4 to 5 weeks, compared to the average (45%).

Those who had applied by completing a paper application were asked the same question, although theresponse
categories variedto reflect the differingres ponse times depending on the method of application. Among this
group justunder half (44%) received a response within 7 weeks (30% within 4 to 5 weeks; 14% within6 to 7
weeks). Theremainder received a response within 8 weeks or more (22% within 8 to 9 weeks; 4% within10to 11

weeks; 18%in over 11 weeks). Asmall proportion(10%)could notrecallhow longittookto receive a response
andjustonepercenthave notyetreceived a response.

14
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RESPONSE TIME FOR THOSE WHO APPLIED VIA A PAPER
APPLICATION. BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account
175 175
% n/a % n/a
4-5 weeks 30 n/a 30 n/a
6-7 weeks 14 n/a 14 n/a
8-9 weeks 22 n/a 22 n/a
10-11 weeks 4 n/a 4 n/a
Over 11 weeks 18 n/a 18 n/a
Have not yet received a response 1 n/a 1 n/a
Don't know / don't remember 10 n/a 10 n/a

Q4. Once you applied for the CCB, how long did it take for you to receive a response about your application? Asked only
of those who completed a paper application, according to the information provided by CRA.

There were no significant variations across key demographic groups or by region.

4. Satisfaction with Application Response Time

The vast majority of clients were satisfied with the application response time. Over four-in-five (84%) were
satisfied, with just over half(53%)saying they were very satisfied. Abouta third (32%) were somewhat satisfied.
Of the remainder, one-in-ten (9%) were neutral, thatis neither satisfied nor dissatisfied, and just six percent were
dissatisfied.

Satisfaction levels vary by mode of application —satisfactionis higheramong those who submitted a paper
application (91%, with 60% being ‘very satisfied’) relative to those who applied through the My Account portal
(85%, with 57% being ‘very satisfied’) or who completed their application by registering their newborn’s birth (82%,
with 49% being ‘very satisfied’). But, regardless of the method of application, about halfor more, gave the highest
ratingpossiblein terms of the response time —very satisfied.

SATISFACTION WITH TIME TO PROCESS APPLICATION.
BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account

790 536 186 68

% % % %

NET - SATISFIED 84 82 91 85
Very satisfied 53 49 60 57
Somewhat satisfied 32 33 31 28
Neither satisfied nor dissatisfied 9 11 2 10
Somewhat dissatisfied 4 4 6 1
Very dissatisfied 2 2 - 1
NET - DISSATISFIED 6 6 6 3
[DO NOT READ] Don't know 1 1 2 1
No Answer 10 8 2 -

Q5. How satisfied are you with the time it took to process your application and receive a response to your CCB application?
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Across key demographic groups and regions, thereis some variability in satisfaction:

e Clientswho werebornoutside of Canada (88%) tend to be somewhat more satisfied compared to those
who werebornin Canada (82%);

e C(ClientsresidinginQuebec(89%) exhibit higher levels of satisfaction overall with the time to process their
application, relative to those residing in other regions or provinces, particularly the Prairies (79%) and
British Columbia (78%). Thisresultis perhaps nottoo surprising given thata higher proportion of Quebec
clients, compared to clients living in other parts of the country, said they received a response to their
applicationwithin 4-5weeks.

Satisfaction also varies dramatically by response time, particularly among the group who applied online through
My Account or at the time of registering the birth of a newborn. Those who received a response within 4-5 weeks
expressed higherlevels of satisfaction (95%), compared to those who received a response at a later date: within6-
7 weeks (80%), within 8-9 weeks (67%) or more than9 weeks later (52%). These findings clearly show the degree
to which satisfaction drops off after 7 weeks have elapsed between the time of applicationandreceiving a
response.

Among those who completed a paper application, satisfactionby timeto responddoes notvary to thesame
extent. A higher percentage of those who received a response rate within 4-5 weeks (97%) were s atisfied with the
timeto respond, comparedto those who received a response with 6-7 weeks (94%), 8-9 weeks (87%), 10-11 weeks
(88%) or over 11 weeks from the time of application (80%). As theseresultsindicate, netsatisfaction levels are still
reasonably highamongthose for whom it took almost 3 months to receive a response.

5. Satisfaction with Application Process

When asked to rate their satisfaction with all aspects of the application process, overwhelmingly clients indicate
they aresatisfied (88%). In fact, fully half (51%) say they are ‘very satisfied, while well over one-third (38%)are
‘somewhatsatisfied.” Small percentages report being ‘neither satisfied nor dissatisfied’ (5%), ‘somewhat
dissatisfied’ (3%) or ‘very dissatisfied’ (2%). Intotal then, just five percent (5%) were dissatisfied with the process
and two percent (2%) were uncertain or could not answer this question.

Thereis little variability by application method and, regardless of the method of application, about nine-in-tenin
each casesaythey were satisfied with the application process.

SATISFACTION WITH ALL ASPECTS OF THE APPLICATION
PROCESS. BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account

800 544 188 68

% % % %

NET - SATISFIED 88 87 91 87
Very satisfied 51 49 54 53
Somewhat satisfied 38 38 37 34
Neither satisfied nor dissatisfied 5 6 3 4
Somewhat dissatisfied 3 3 3 6
Very dissatisfied 2 2 1 1
NET - DISSATISFIED 5 5 4 7
Don't know 2 1 3 1
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Q6. Thinking about all aspects of the application process, how satisfied are you with the process overall?

As the chartbelow shows, levels of satisfaction with all aspects of the application process do notvery greatly by
age. Across virtually all age groups, about nine-in-ten respondents expressed satisfaction.

SATISFACTION WITH ALL ASPECTS OF THE
APPLICATION PROCESS, BY AGE

Age 18 to Age 35to Age 50 to Age 55 to

TOTAL 34 49 54 64 Age 65+

800 506 266 9c 7c 5c

% % % % % %

NET - SATISFIED 88 88 89 89 71 100

Very satisfied 51 50 50 56 57 100
Somewhat satisfied 38 38 39 33 14 -
Neither satisfied nor dissatisfied 5 6 4 - 14 -
Somewhat dissatisfied 3 3 3 11 14 -
Very dissatisfied 2 2 2 - - -
NET - DISSATISFIED 5 5 5 11 14 -
Don't know 2 1 2 - - -

Q6. Thinking about all aspects of the application process, how satisfied are you with the process overall?
¢ Caution small base size

Satisfaction does vary across theregions althoughitis reasonablyhigh among clients in all parts of the country:

e Ahigher percentage of clients residinginQuebec (94%)andthe Atlantic region (92%) were satisfied with
all aspects of the application process.

e Satisfaction ratings are lowest in British Columbia (79%).

SATISFACTION WITH ALL ASPECTS
OF THE APPLICATION PROCESS, BY

REGION
TOTAL NL PE NS NB Qc ON MB SK AB BC NORTH
800 12¢ 5c 29¢ 18c 199 285  31c 33c 131 53 4c
% % % % % % % % % % % %
NET - SATISFIED 88 100 100 83 100 94 89 84 88 81 77 100
Very satisfied 51 50 80 52 50 49 53 45 45 48 51 100
Somewhat satisfied 38 50 20 31 50 45 36 39 42 33 26 -
Neither satisfied nor dissatisfied 5 - - 3 - 5 13 - 8 9 -
Somewhat dissatisfied 3 - - 3 - 2 4 3 3 5 6 -
Very dissatisfied 2 - - 7 - - 1 - 6 2 4 -
NET - DISSATISFIED 5 - - 10 - 2 5 3 9 8 9 -
Don't know 2 - - 3 - - 2 - 3 3 4 -

Q6. Thinking about all aspects of the application process, how satisfied are
you with the process overall?
¢ Caution, small base size
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Satisfaction does notvary greatly by language. Francophone clients (92%) were about equallysatisfied as
Anglophone clients (87%).

SATISFACTION WITH ALL ASPECTS OF THE APPLICATION
PROCESS, BY LANGUAGE

TOTAL English French

800 631 169

% % %

NET - SATISFIED 88 87 92
Very satisfied 51 51 47
Somewhat satisfied 38 36 44
Neither satisfied nor dissatisfied 5 5 6
Somewhat dissatisfied 3 4 2
Very dissatisfied 2 2 -
NET - DISSATISFIED 5 6 2
Don't know 2 2 -

Q6. Thinking about all aspects of the application process, how satisfied are you with the process overall?

B. Factors that are Important to CCB Applicants and Recipients

Respondents were asked to considera range of service attributes related to applying forand receiving the CCB, and
identify those attributes thatare mostimportant to them.

Justunder two-in-five (37%)respondents indicated that the delivery of payment on timeis what is mostimportant
to them, followed by the accuracy of the payment (23%), a pplication processing time (15%), the accuracy of
accountinformation (11%) and the method of contacting someone about their CCB account (7%). One percent
(1%) each mentioned knowledgeable staff to provide help and ‘all of theabove.” Results vary minimally by method
of application.

MOST IMPORTANT TO SERVICE ATTRIBUTE.
BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
(Birth registration) Application Account

800 544 188 68

% % % %
Delivery of payment on time 37 38 36 35
Accuracy of payment 23 23 21 22
Application processing time 15 14 18 15
Accuracy of account information 11 11 12 15
Method of contacting someone about your CCB account 7 7 7 7
Knowledge of the people providing the help/Extra help/Extra 1 1 1 1
info
All of the above/Everything is important 1 <1 1 -
Ease of application/Convenience <1 <1 - -
Other 1 1 1 -
[DO NOT READ] Don't know 5 6 5 4
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Q19. What is the mostimportant thing to you as a CCB recipient or as someone who has applied for the CCB?

Across demographicgroups, women are more likely to place greater importance on the on-time delivery of
payment (39%), while application processing time (22%) is of greaterimportance to men.

Regionally:

e Respondentsin Quebec(24%) and Atlantic Canada (22%) put a higher priority on application processing
time.

e Thosein Ontario (39%) were just slightly more likely to cite delivery of paymenton timeas the most
important attribute.

As a follow-up, allres pondents were asked to identify what the second mostimportant attribute was. Notably, a
large percentage of clients and applicants (43%) did notidentify an additional attribute beyondthat which they had
mentioned was of utmostimportance. Those who did, most frequently cited delivery of payment time (23%),
accuracyof payment (21%) and application processing time (20%) in about equal numbers. Slightly fewer
mentioned the accuracyof accountinformation (17%) or the method of contacting someone about their CCB
account(15%). All other mentions were minimal (1% orless) and a small proportion (3%) responded ‘don’t know’
to this question.

Again, there was little variabilityin responses to this question by method of application.

SECOND MOST IMPORTANT SERVICE ATTRIBUTE,
BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account

757 513 179 65

% % % %
Delivery of payment on time 23 23 23 26
Accuracy of payment 21 22 20 22
Application processing time 20 20 20 18
Accuracy of account information 17 16 20 14
Method of contacting someone about your CCB account 15 16 10 14
Ease of application/Convenience <1 <1 1 -
All of the above/Everything is important <1 - 1 -
Knowledge of the people providing the help/Extra help/Extra <1 <« 1 )
info
Other 1 1 1 -
[DO NOT READ] Don't know 3
No Answer 43 31 9

Q20. Whatis the second most important thing to you as a CCB recipient or as someone who has applied for the CCB?

Acrosstheregions:
e Atlantic Canadians (36%) were more likelyto cite accuracy of payment.

e Bycomparison to respondentsin Atlantic Canada (8%), thoseinQuebec (23%), Ontario (22%), British
Columbia (22%) and the Prairies (17%)were all morelikely to cite application processing time as the
second mostimportant attribute.
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C. Client Experience Updating and Managing CCB Information

Clients were asked a series of question to better understandtheir experience receiving the CCB, including their
satisfaction with the various methods of updating their CCB information.

1. Proportion of Clients Surveyed Currentlyin Receipt of CCB Payments

The applicantlist provided by CRAincluded those who had applied for the Canada child benefit, but may or may
not havebeen eligible forthe benefits or approved to receive CCB payments.

Among those surveyed the vast majority (94%) say they are currently inreceipt of CCB payments. Avery small
proportion (4%) are notas yet receiving payments. Results are consistentacross the three methods of application.

CURRENTLY RECEIVING CCB PAYMENTS, BY ACTUAL
APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account

800 544 188 68

% % % %
Yes 94 94 96 94
No 4 4 3 4
Don't know 2 2 1

Q7. Are you currently receiving CCB payments?

Whiletherearefew differences across the regions, althoughamong those surveyed a higher percentage of clients

in Quebec (99%) and the Atlantic Region (97%)indicated they werein receipt of benefits compared to those
residing on the Prairies (90%).

2. Clients Who Have Updated Their CCB Information

Approximately one-quarter (24%) of those who are currently receiving CCB payments report havinghadto update
their personal information with the CRA, such as theiraddress, marital status ora changein child custody
arrangements. Those who appliedonline through My Account (38%) or submitted a paperapplication (36%)were
twiceas likely to have updated theirinformationcomparedto those who appliedat the time of registering their
newborn (18%).

INCIDENCE OF UPDATING CCB INFORMATION WITH THE CRA,

BY ACTUAL APPLICATION METHOD
(Among those who are currently receiving CCB payments)

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account
755 511 180 64
% % % %
Yes 24 18 36 38
No 76 82 63 63
Don't know <1 <1 1 -

Q8. Have you ever had to update your CCB information with the CRA, such as a change of address, a change in marital
status or a change in custody for your child?
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Base: Those currently receiving CCB payments

Those morelikely to have updatedtheirinformationinclude:
e Men (31%), versus women (21%)
e Parentsaged35-49(29%), versus thoseina youngerage bracket, 18-34 (21%)

Therewas a also a notable difference between those earning less than $100,000 annual householdincome and

thoseearning $100,000 or morein terms of the proportionwho have updated theirinformation (27% versus 15%,
respectively).

Regionally, Atlantic Canadians were more likelyto have updated theirinformation (32%) than those fromall other
regions of the country (ranging from 21%-25%).

3. Method of Updating CCB Information

Most of those who updated theirinformation with the CRAreport doing so by calling the 1-800 benefits enquiries
line (38%) or by making the change via My Account (38%). Other methods wereless commonlyused, including
using the MyCRA App (11%), writing a | etter to their taxcentre (10%) or the MyBenefits CRA App (4%). Arange of

other methods, combined, accountfor 15 percent of the total anda small percentage (3%) do not recallhow they
updated theirinformation.

The modetypically used to update CCB information does, to a large extent, reflect the way in which clients applied
for CCB. Aboutequal numbers of those who applied atthe time of registering their newborn’s birth (ABA) or who
submitted a paper application indicated they update their CCB information by callingthe 1-800 Benefits enquiries
line (44% and 43%, respectively). About onethird or more of these two groups said they typically update their
information through MyAccount (37% and 31%, respectively). However, while two-in-five (20%) of those who
originally submitted a paperapplication update theirinformation by writing to their tax centre, this compares with
justsixpercent (6%) of those who applied via ABA. By contrast, those who applied through My Account (63%)are
significantly more likelyto use this method as a means of updating their CCB information. Some, albeit farfewer in
number, usethe MyCRA App (17%).

METHOD OF UPDATING CCB INFORMATION,

BY ACTUAL APPLICATION METHOD
(Among those who have updated their CCB information with

the CRA)
Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account
179 90 65 24c
% % % %
By calling the 1-800 Benefits enquiries line 38 a4 43 -
By using the MyBenefits CRA App 4 6 2 4
By using the MyCRA App 11 11 8 17
Through MyAccount 38 37 31 63
By writing a letter to your tax centre 10 6 20 -
Other 15 16 15
[DO NOT READ] Don't know / don't remember 3 2 2

Q9. What method or methods did you use to update your CCB information?
Base: Among those who have updated their CCB information with the CRA
c Caution, small base size
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The relativelysmall sample size of those who have updated their CCB information by various methods precludes
further analysisof any demographicor regional variations.

4. Satisfaction with Method of Updating CCB Information

Regardless of how they updated their information, most clients are satisfied with the method they used.
Satisfaction levels (i.e., those saying they are’very’ or ‘somewhat satisfied’ with the method they used) range from
over three-quarters (78% satisfied with writinga | etter) to over nine-in-ten (95% satisfied with using the MyCRA
App). Justover four-in-five were satisfied with updating through My Account (84%) and calling the 1-800 Benefits
enquiryline (85%).

The table below shows the breakout of satisfaction levels with each method of updatingby the original method of
application. Howeverthe samplesizes for this level of analysis are quite smalland, as such, this data should be
considered directional only.

NET SATISFACTION WITH PERSONAL INFORMATION UPDATE
METHOD, BY ACTUAL APPLICATION METHOD

(Among those who have updated their CCB information with
the CRA)

Automated Benefits Online Application
Application Paper through My
(Birth registration) Application Account
% % %
179 90 65 24c
.Usmg thg MyBenefits CRA App as a way to update your CCB 100 100 100 100
information
95|ng th«.e MyCRA App as a way to update your CCB 95 100 100 75
information
Calling the 1-800 Benefits enquiry line as a way to update your
. . 85 88 82 -
CCB information
Updating your CCB information through MyAccount 84 85 85 80
Writing a letter to your tax centre as a way to update your CCB 78 80 77 .

information

Q10. TOP 2 BOX SUMMARY - How satisfied are you with...
Base: Among those who have updated their CCB information with the CRA
c Caution, small base size

5. Preferred Methods of Updating CCB Information

Those clients who indicated they have used more than one method of updating their CCB information were asked
to identify their preferred method. The samplesize for this group is quite small. As such, results shouldbe
considered directional only, but so suggest thatthese clients tend to prefer calling the 1-800 Benefits enquiry line
and the My Account option (38% and 33%, respectively).

22



Canada Child Benefit Program: Satisfaction Survey

PREFERRED METHOD OF UPDATING CCB INFORMATION, BY
ACTUAL APPLICATION METHOD
(Among those who have used more than one method)

Automated Benefits Online Application
Application Paper through My
(Birth registration) Application Account
24c 14c 10c -
% % % %
By calling the 1-800 Benefits enquiries line 38 43 30 -
Through MyAccount 33 29 40 -
By using the MyCRA App 8 7 10 -
By writing a letter to your tax centre 8 - 20 -
By using the MyBenefits CRA App 4 7 - -
Other 4 7 - -
Don't know / don't remember 4 7 - -

Q11. You've had experience using different methods to update your CCB information. What is your preferred method?
c Caution, small base size

Those who have notyet had to update theirinformation withthe CRA were asked to i dentify their preferred means
of doingso, should the need arise. Just over two-thirds (68%)reported that they wouldlikely go online using the
My Accountoption. Aboutone-quarter (23%) said they would be likely to call the CRA. Other options werefarless
popular, includingusing the MyCRA App (3%), writing a letter (2%) or using the My Benefits App (1%). Asmall
percentage (1%) suggested other options thanthose listed and another three percent (3%) were uncertainhow
they would go about updating their CCB information.

Thereis some variability inthe preferred method for updating CCB information, depending on how clients had
appliedinthefirst place. Althoughthe samplesize of those applying via My Account s relatively small, about four-
in-five (83%) said this was howthey would be likelyto update their CCB information, a higher percentage as
comparedto those who appliedvia ABA(72%) or submitted a paperapplication (46%).

ANTCIPATED METHOD OF UPDATING CCB INFORMATION,

BY ACTUAL APPLICATION METHOD
(Among those who have not updated their information with

the CRA)
Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account
626 456 124 46¢
% % % %
By going online (My Account) 68 72 46 83
By calling the CRA 23 20 35 15
By using the MyCRA App 3 3 5 -
By writing a letter 2 1 6 2
By using the MyBenefits App 1 1 1 -
Other 1 1 3 -
Don't know / not sure 3 2 5 -

Q12. If you had to update your CCB information with the CRA, how would you do it?
Base: Among those who have not updated their information with the CRA
c Caution, small base size
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The relativelysmall sample size of those who have updated their CCB information by various methods precludes
further analysisof any demographicor regional variations.

6. Awarenessof Features Related to Managing Online CCB Profile

All respondents were asked whether they were aware of three specific features for managing or updating their CCB
profile online. Awareness of the ability to update their personal information (83%) and to view their benefitand
creditdetails (76%) through the My Account portalwas quite high. By contrast, awareness of the ability to use the
MyBenefits CRA web-based mobile app to obtain a quick view of their benefitand credit payment details and
eligibility informationwas muchlower (43%).

Not surprisingly, those who applied throughthe My Account portal exhibit higherlevels of awareness of the
features available throughthe portal (97% aware of ability to update personalinformation, versus 83% overall; 84%
aware of ability to view benefitand credit details, versus 77% overall). Itis also notablethata significant
percentage of those who submitted a paperapplicationare aware of thes e features available through the My
Account portal (78% aware of ability to update personal information; 74% aware of ability to view benefitand
creditdetails). Thissuggests thatbarriers other thanlack of awareness may be limiting take-up of the My Account
option both forapplying for the CCB as well as updating information.

Regardless of the mode of application, across the board, fewer than half of clients indicated they were aware of the
ability to view benefit and credit payment details, and eligibility information, via the MyBenefits CRAweb-based
mobileapp.

% SAYING THEY ARE AWARE OF FEATURES,
BY ACTUAL APPLICATION METHOD

Automated Online
Benefits Application
Application Paper through My
(Birth registration) Application Account
800 544 188 68
% % % %
That you can update your personal information such as your
address, marital status, change your caregiver status and 83 33 78 97

direct deposit information for benefit and credit purposes
through the My Account portal

That you can view your benefit and credit details through the
My Account portal, including children under your care, 76 76 74 84
payment dates, and amounts

That you can use the MyBenefits CRA web-based mobile app
to geta quick view of your benefit and credit payment 43 41 48 46
details, and your eligibility information

Q22. I’'m going to read you a list of features related to managing your CCB online and updating your profile. Please tell me whether or not
you are aware of each. The first is ...
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Thereis some variability inawareness, across the country and by key demographicgroups, of the various online
features:

e Thosewilllowerlevels of educational attainment exhibited higher awareness of the MyBenefits CRA App

(51% among those with high school education; 47%among college/trade school graduates; 38% among
universitygraduates).

e Awareness of the MyBenefits CRA App was also slightly higher among clients living on the Prairies (50%).

e Awarenessof theability to update personal information andview benefit/credit details via the My

Account portal was much higher in Quebec (87% and 85%, respectively), comparedto Ontario(78%and
68%, respectively).

D. Finding Out About the Canada Child Benefit

The surveyincludeda number of questions aimed at better understanding how clients first came to hear about the
CCB and their experience using Canada.ca to search forinformation about the CCB, as relevant.

1. CCB Referral Sources

To better assess how applicants first become aware of the Canada child benefit, res pondents were provided a list of
choices and were asked to select how they initially heard about the program.

The plurality of applicants heardabout the Canada child benefit through referrals from friends or family members
(48%). The hospital, afterthe birth of a child, is alsomentioned as a key source by anotheronein four (25%)
applicants. Avery small percentage of applicants recall hearing about this program either online (6%), in a
communications from a Government of Canada department, other thanthe CRA (4%), or in printed materials, such
as a poster or factsheet (2%). Justone percent (1%) heard about the CCB from a CRA Outreach Officeror froma
communication or letter from the CRA.

Notably, referral sources do vary by application method. Those who appliedviathe Automated Benefits
Application(33%)andthose who applied online through My Account (24%)were more likely to cite hearing about
the CCB through the hospital after giving birth. Applicants who completed a Paper Applicationform were more

likely to saythatthey heard about the CCB through a government source, such as communications froma
government department (11%), communications from CRA (3%) or from a CRA Outreach Officer (3%).
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REFERRAL SOURCE FOR THE CCB, BY ACTUAL APPLICATION
METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account

800 544 188 68

% % % %
Through a family member or friend 48 46 51 50
In the hospital after your child's birth 26 33 8 24
Online 6 6 7 9
A communication or letter you received from another 4 2 1 1
government department
In print (e.g., fact sheet, poster, etc.) 2 1 4 -
Through my work/Job 1 2 - -
From a CRA Outreach Officer 1 1 3 1
From a communication or letter from CRA 1 1 3 -
Common knowledge/Already knew about it 1 1 1 -
Media/News 1 1 - -
Social worker 1 <1 2 -
School/Class/Course 1 <1 2 -
On the radio 1 <1 - 3
Accountant <1 <1 1 1
Lawyer <1 - 1 1
Other 2 4 1
Don't know / don't remember 4 4 3 7

Q16. How did you first hear about the CCB?

As mightbe expected, referralsources varyacross sub-groups of CCB applicants, with key demographic differences
as follows:

e Millennials (34%), aged 18-34, and women (28%) are more likelyto cite their primary referral source as
beingin the hospital after giving birth.

e Thoseaged 35-49 are more likelyto cite communications from a department (7%), other than CRA, as
their primary referral source compared to the other age cohorts.

Referral sources alsovary considerably by province:

e Quebecresidents (52%) arethe most likely to report hearing about the CCB througha family member or
friend.

e ThoselivingintheAtlantic (34%) and Prairie (30%) provinces are most likely to recall hearing about the
CCBin hospital.
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The very small percentage of respondents who cited their primary referral source as a CRA Outreach Officer were
then asked if they felt that the Officer had provided them with theinformationthey needed. Most(90% or n=9 of
10 respondents answering this question’ responded in the affirmative.

ABILITY TO GET INFORMATION FROM A CRA OUTREACH
OFFICER, BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account
10c 3c 6¢C 1c
% % % %
Yes 90 100 83 100
No 10 - 17 -

Q17. Did the CRA outreach officer provide you with the information you needed? Asked only of those who responded
‘CRA Outreach Officer atQ16.
¢ Caution, small base size

Given thesmall samplesize, there are no significant differences to report by demographics or provinces.

2. Use of Canada.ca

A slim majority (55%) of clients and applicants have searched forinformation aboutthe CCB at Canada.ca. Just
over two-in-five (43%) hadnotand another two percent (2%) don’t remember whether they have searched for
information about the CCB onlineat Canada.ca.

Not surprisingly, those who hadapplied online through My Account (74%), were more likely to have also searched
for CCBinformationonline at Canada.ca, compared to those who submitted a paperapplication (61%)or who
applied automaticallywith their newborn’s birth registration (51%).

SEARCHED FOR CCB INFORMATION ON CANADA.CA,
BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account
800 544 188 68
% % % %
Yes 55 51 61 74
No 43 46 39 25
Don't remember 2 3 1 1

Q13. Have you ever searched for information about the CCB online at Canada.ca?

Those morelikely to have searched online at Canada.cainclude:
e Thoseresidingin Nova Scotia (79%), and British Columbia (62%)
e University educated respondents (60%)

e Thosewith lower household incomes, under $60,000 annually (59%)

27



Canada Child Benefit Program: Satisfaction Survey

Thoseleast likely to have searched online are:
e Olderadults, over 65years of age (100%) —Caution small base size (n=5)
e New Brunswick residents (67%)

e Francophones (50%)

3. Evaluation of Canada.ca

Thoserespondents whoreported having searched for CCB information at Canada.ca were then asked two follow up
guestions on how easyor difficultis was to find and understand the information provided on the website.

The majority of applicants found it easy (76%) to searchfor informationon the CCB, with over one-third (34%)
statingthatitwas ‘very easy’ and a slightly higher percentage (42%) stating it was at |l east ‘somewhat easy.” Just
over one-in-ten (12%) found it difficult (9% ‘somewhat difficult’; 3% ‘very difficult’). Very few (2%) responded

‘don’tknow’ to this question. Responses were relatively consistent regardless of how the applicant subsequently
applied forthe CCB.

EASE OF FINDING CCB INFORMATION AT CANADA.CA,
BY ACTUAL APPLICATION METHOD

Automated Benefits Online Application
Application Paper through My
TOTAL (Birth registration) Application Account

442 278 114 50

% % % %

NET - EASY 76 73 82 76
Very easy 34 30 42 38
Somewhat easy 42 43 39 38
Neither easy nor difficult 10 9 11 12
Somewhat difficult 9 11 4 10
Very difficult 3 4 3 -
NET - DIFFICULT 12 15 7 10
Don't know 2 3 - 2

Q14. How easy or difficult was it to find information about the CCB online at Canada.ca? Was it...
Asked only of those who said they had searched for information about the CCB online at Canada.ca. ‘Yes’ atQ13.

Responses to this questionvary more by demographiccharacteristics than by region.

e Thoseborn outside of Canada (86%), younger respondents (79%) aged 18-34, and Anglophones (78%)
weremore likely to find it easyto findinformation online.

e Thosewith higher annualhousehold incomes (over $100,000) (18%) andthose bornin Canada (15%) were
more likely to find searching for information more difficult.

Thosein the Atlantic (87%) and Prairie (84%) provinces were more likely to say they found it easy to searchfor
information online, relative to thoseresiding inother regions.
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Among those who had searched onlineat Canada.ca, eight-in-ten (80%) foundit easyto understand the
information that was provided on the CCB (38%saidit was ‘veryeasy’; 41% said it was ‘somewhat easy’).

Results did not vary significantly by method of a pplication.

EASE OF UNDERSTANDING CCB INFORMATION AT
CANADA.CA, BY ACTUAL APPLICATION METHOD

Automated Benefits

Application Paper
(Birth registration) Application
442 278 114
% % %
NET - EASY 80 78 82
Very easy 38 36 39
Somewhat easy 41 42 42
Neither easy nor difficult 7 7
Somewhat difficult 9 10 9
Very difficult 2 2 3
NET - DIFFICULT 12 12 11
Don't know 2 2 -

Q15. How easy or difficult was it to understand the CCB information online at Canada.ca? Wasiit...
Asked only of those who said they had searched for information about the CCB online at Canada.ca. ‘Yes’ atQ13

Demographic analysis shows the difficulty of understanding the information increases with age, with Millennials

(aged 18-34) reportingthe highestlevel of ease (84%).

Online Application
through My

Account
50
%

Regionally, thosein Atlantic Canada, specifically Nova Scotia (96%) state high levels interms of their ease of

understanding.

Of note, those who reported that they were ‘satisfied with the process overall’ were more likely to saythatthey

found the Canada.ca website easyto navigate (78%)and understand (83%).
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E. Awareness of Other Facts about the CCB

Over four-in-five (84%) were aware that they must file theirannual taxreturns in order to continue receiving CCB

payments. Just overone-in-ten (16%) were not aware of this requirement.

Applicants who had applied througha paper application (90%) report higher levels of awareness when compared

to other applicationmethods.

% AWARE THAT FILING TAX RETURNS IS REQUIRED TO
CONTINUE RECEIVING CCB PAYMENTS, BY ACTUAL
APPLICATION METHOD

Automated Benefits

Application Paper
(Birth registration) Application
800 544 188
% % %
Yes 84 83 90
No 16 17 10

Q21. Did you know that you, your spouse or common-law partner, if applicable, must file tax returns every yearto
continue receiving CCB payments?

Online Application
through My
Account

68
%
82
18

Regional results indicate thatclients, applicants, and potential applicants living in British Columbia (21%), Ontario

(18%) and Alberta (17%) could be more educated on the annual tax filing requirement.

Far fewer respondents (56%) were aware thatapplyingfor the CCB also determines their eligibility to receive

provincial andterritorial child benefits and credits.

% AWARE THAT APPLYING FOR CCB DETERMINES ELIGIBILITY
FOR PROVINCIAL/TERRITORIAL BENEFITS, BY ACTUAL
APPLICATION METHOD

Automated Benefits

Application Paper
TOTAL (Birth registration) Application
800 544 188
% % %
Yes 56 54 61
No 44 46 39

Q18. Did you know that by applying for the CCB, the CRA automatically determines your eligibility for related provincial
and territorial child benefits and credits?

Online Application
through My
Account
68
%

53
47

Awareness varies only minimally across the regions: (Atlantic Canada (60%), the Prairies (59%), British Columbia

(56%), Quebec (55%)and Ontario (52%).
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V. Appendix: Research Instruments
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Appendix: Research Instruments

A. Response Rate Calculation

The responserate forthe telephone survey was 14 percent. Details are shown below.

Call Dispositions

N
Total numbers attempted 8336
UNRESOLVED NUMBERS (U) 5992
Busy /No answer/ Voicemail
RESOLVED NUMBERS (Total minus U) 2344
OUT OF SCOPE (invalid/non-eligible) 846

Not-in-service (NIS)/Non-resi/business/ Fax/modem/
Cell/pager/ Duplicates

IN SCOPE NON-RESPONDING (IS) 509
Refusals/ break-offs/language barrier/callback
missed/respondent not available/illness/incapable

IN SCOPE RESPONDING (R) 989
Disqualified/Quotefilled 189
Completed 800

RESPONSE RATE [R/ (U + 1S +R)] 13.95%

This was calculated according to using the standard Empirical Method of response rate calculation, as follows:

e The number of in scoperespondingparticipants (completed, disqualified, and over-quota respondents) =989

DIVIDED BY

e Thesumoftheunresolved numbers (5592) thein scope non-responding participants (509) +thein scope
responding participants (989)=7090
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B. English Questionnaire
BENEFIT PROGRAMS TELEPHONE SURVEY — FINAL

INTRODUCTION:

Hello/Bonjour, my name is INSERT NAME from The Strategic Counsel, a professional public
opinion research company. Would you prefer that | continue in English or French? Préférez-
vous continuer en francgais ou en anglais? [IF FRENCH, CONTINUE IN FRENCH OR
ARRANGE A CALL BACK WITH FRENCH INTERVIEWER: Nous vous rappellerons pour
mener cette entrevue de recherche en francgais. Merci. Au revoir].

[Record Language]

We are conducting a survey on behalf of the Government of Canada about your opinions of the
Canada child benefit application process. It should take no longer than 10 minutes to complete.
Your participation is voluntary and completely confidential. Your answers will remain
anonymous. May | continue? IF UNABLE TO READ ENTIRE INTRODUCTION
INTERVIEWER MUST PROVIDE LENGTH OF INTERVIEW TO EVERY RESPONDENT.

IF YES, QUALIFY AND CONTINUE. | would like to speak with the person who applied for the
Canada child benefit. Would that be you or someone else in your household?

IF NO, BUT SOMEONE ELSE AT THIS NUMBER, ASK: May | speak with that person,
please?

IF REFERRED TO ANOTHER PERSON, START FROM THE TOP. IF PERSON IS NOT
AVAILABLE, TERMINATE.

IF DON’T KNOW, TERMINATE.

Before | begin, please note this call may be monitored or recorded for quality control purposes.
Also, throughout this survey I will be referring to the Canada Child Benefit as the CCB and to
the Canada Revenue Agency as the CRA.

NOTES TO INTERVIEWERS:
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SOME RESPONDENTS MAY HAVE CONCERNS DUE TO RECENT CRA SCAMS. PLEASE
ASSURE THEM THE PURPOSE OF THIS SURVEY IS TO GET THEIR FEEDBACK ON THE
CANADA CHILD BENEFIT. WEWILL NOT BE ASKING FOR ANY PERSONAL INFORMATION OR
INFORMATION ABOUT THEIR PERSONAL TAXES.

IF ASKED DEPARTMENT SPONSORING THE STUDY:: This research is sponsored by the Canada
Revenue Agency. Note that your participation will remain completely confidential and it will not affect
your dealings with the Government of Canada, including the Canada Revenue Agency, in any way.

IF ASKED ABOUT TSC: The Strategic Counsel is a professional research company hired by the
Government of Canada to conduct this survey.

IF ASKED FOR CONTACT TO VERIFY SURVEY: You may contact Stephanie Jacques-Marhue,
Senior Public Affairs Advisor, CRA at 613-957-8523 to verify the legitimacy of this survey.

APPLYING FOR THE CCB

The first few questions are about applying for the CCB.

1. How did you apply for the CCB? Wasiit ... (READ LIST. ACCEPT ONE RESPONSE
ONLY.)

Using “Apply for child benefits” via MyAccount, the CRA secure portal
Completing a paper application (Form RC66)

When you registered your newborn’s birth with your province or territory
[DO NOT READ] Don’tknow/ don’tremember [Go to Q5]

INTERVIEWER NOTE: If the respondent mentions “hospital” please confirm “so while
registering the birth at the hospital” and code as #3 “When you registered your
newborn’s birth with your province or territory”

PROGRAMMING NOTE: FOR QAPP

BOA = Online through My Account

PAPER = Paper application

ABA =Automated Benefits Application (Through birth registration)

2. [Onlyask if QAPP = PAPER] Did you know you could apply for child benefits online
using the CRA’'s My Account Service?

Yes
No

3. [Only asked if QAPP = BOA or ABA] Once you applied for the CCB, how long did it
take for you to receive a response aboutyour application? Wasiit... (READ LIST.
ACCEPT ONE RESPONSE ONLY.)

4 - 5 weeks
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6 — 7 weeks
8 — 9 weeks
Over 9 weeks

Have not yet received a response [Go to Q6]
[DO NOT READ] Don’t know / don’t remember

4. [Onlyask if QAPP = PAPER] Once you applied for the CCB, how long did it take for
you to receive a response about your application? Was it ... (READ LIST. ACCEPT

ONE RESPONSE ONLY.)

4 — 5 weeks

6 — 7 weeks

8 — 9 weeks

10— 11 weeks

Over 11 weeks

Have not yet received a response [Go to Q6]
[DO NOT READ] Don’t know / don’t remember

5. How satisfied are you with the time it took to process your application and receive a

response to your CCB application? Are you ... (READ LIST. ONE RESPONSE ONLY.)

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

[DO NOT READ] Don’t know

6. Thinking about all aspects of the application process, how satisfied are you with the

process overall? Areyou ... (READ LIST. ONE RESPONSE ONLY.)

Very satisfied

Somewhat satisfied

Neither satisfied nor dissatisfied
Somewhat dissatisfied

Very dissatisfied

[DO NOT READ] Don’t know

RECEIVING THE CCB

The next few questions pertainto CCB payments and information about the CCB.

7. Areyou currently receiving CCB payments?

Yes [Continue]
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No [Goto Q12]
[DO NOT READ] Don’t know [Go to Q12]

8. Have you ever had to update your CCB information with the CRA, such as a change of
address, a change in marital status or a change in custody for your child?

Yes [Continue]
No [Goto Q12]
[DO NOT READ] Don’t know [Goto Q12]

9. [Onlyaskif Q8 =Yes] What method or methods did you use to update your CCB
information? Wasit... (READ LIST. ACCEPT AS MANY RESPONSES AS APPLY.)

By calling the 1-800 Benefits enquiries line

By using the MyBenefits CRA App

By using the MyCRA App

Through MyAccount

By writing a letter to your tax centre

Other

[DO NOT READ] Don’t know/ don’t remember [Go to Q12]

10. How satisfied are you with the [pipe in method(s) from Q.9] as a way to update your
CCB information? Are you ... (READ LIST. ONE RESPONSE ONLY IN EACH
COLUMN. IF MORE THAN ONE METHOD AT Q.9, REPEAT QUESTION FOR EACH
METHOD.)

Calling 1-800 Using Using MyCRA | Through Writing a
Benefits MyBenefits App MyAccount letter to your
enquiry line CRA App taxcentre

Very satisfied

Somewhat
satisfied

Neither
satisfied nor
dissatisfied

Somewhat
dissatisfied

Very
dissatisfied
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Don’t know
[DO NOT
READ]

IF ONLY ONE METHOD USED AT Q.9, SKIP TO Q.13. ALL OTHERS, ASK Q.11.

11.You’ve had experience using different methods to update your CCB information. What
is your preferred method? Isit [pipe in responses given at Q.9]. (ONE RESPONSE
ONLY.)
SKIP TO Q.13.

12.If you had to update your CCB information with the CRA, how would you do it?
(READ LIST. ONE RESPONSE ONLY.)
By calling the CRA
By going online (My Account)
By writing a letter
By using the MyBenefits App
By using the MyCRA App
Other, specify:
[DO NOT READ] Don’t know/ not sure

13. Have you ever searched for information about the CCB online at Canada.ca?

Yes
No [Go to Q16]
[VOLUNTEERED] Don’t remember [Go to Q16]

14. How easy or difficult was it to find information about the CCB online at Canada.ca? Was
it ... (READ LIST. ONE RESPONSE ONLY.)

Very easy

Somewhat easy

Neither easy nor difficult
Somewhat difficult

Very difficult

[DO NOT READ] Don’t know

15. How easy or difficult was it to understand the CCB information online at Canada.ca?
Wasit ... (READ LIST. ONE RESPONSE ONLY.)

Very easy
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Somewhat easy

Neither easy nor difficult
Somewhat difficult

Very difficult

[DO NOT READ] Don’t know

16. How did you first hear about the CCB? Wasit... (READ LIST. ONE RESPONSE
ONLY. RANDOMIZE.)

From a CRA Outreach Officer

In the hospital after your child’s birth

From a communication or letter from CRA

A communication or letter you received from another government department
Through a family member or friend

Online

In print (e.g., fact sheet, poster, etc.)

On the radio
Other, specify:
[DO NOT READ] Don’t know / don’t remember

17. [Only ask if Q16 = CRA outreach officer] Did the CRA outreach officer provide you
with the information you needed? (READ LIST. ONE RESPONSE ONLY.)

Yes
No
[DO NOT READ] Don’t know

18. Did you know that by applying for the CCB, the CRA automatically determines your
eligibility for related provincial and territorial child benefits and credits?

Yes
No

19. What is the most important thing to you as a CCB recipient or as someone who has
applied for the CCB? Isit... (RANDOMIZE. READ LIST. ACCEPT ONE RESPONSE
ONLY.)

Application processing time;

Delivery of payment on time;

Accuracy of payment;

Method of contacting someone about your CCB account;
Accuracy of account information;

Other, specify:
[DO NOT READ] Don’t Know [Go to Q21]
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20. What is the second most important thing to you as a CCB recipient or as someone who
has applied for the CCB? Is it...(RANDOMIZE. READ LIST-OMIT RESPONSE OPTION

IN Q19- ACCEPT ONE RESPONSE ONLY.)

Application processing time;
Delivery of payment on time;
Accuracy of payment;

Method of contacting someone about your CCB account;

Accuracy of account information;
Other, specify:

[DO NOT READ] Don’t Know

21.Did you know that you, your spouse or common-law partner, if applicable, must file tax

returns every year to continue receiving CCB payments?

Yes
No

22.I'm going to read you a list of features related to managing your CCB online and
updating your profile. Please tell me whether or not you are aware of each. The firstis

... (READ AND ROTATE.)

ROTATE STATEMENTSA-C

Yes

No

Not sure
(VOLUN-
TEERED)

a. Thatyou can update your personal
information such as your address, marital
status, change your caregiver status and
direct deposit information for benefit and
credit purposes through the My Account
portal.

b. Thatyou can view your benefit and credit
details through the My Account portal,
including children under your care, payment
dates, and amounts.

c. Thatyou can use the MyBenefits CRA web-
based mobile app to get a quick view of your
benefit and credit payment details, and your
eligibility information.

DEMOGRAPHICS
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These final few questions are for statistical purposes only and will help us to classify
your responses. Please be assured that all of your responses are confidential.

23. In what year were you born?

INTERVIEWER: RECORD YEAR [DO NOT READ]
Refused/ Prefer not to answer [ASK Q24]

24.[Only ask if Prefer not to answer at Q23] Would you be willing to tell me in which of
the following age categories you belong?

18to 34

351049

50to 54

55t0 64

65 or older?

[DO NOT READ] Refused

25.What is the highest level of formal education that you have completed? [DO NOT READ
LIST. ACCEPT ONE RESPONSE ONLY.]

Grade 8 or less

Some high school

High school diploma or equivalent

Registered Apprenticeship or other trades certificate or diploma
College, CEGEP or other non-university certificate or diploma
University certificate or diploma below bachelor's level
Bachelor's degree

Post graduate degree above bachelor's level

[DO NOT READ] Prefer not to answer

26. In what country were you born? [ACCEPT ONE RESPONSE ONLY ]
Canada

Other, specify:
DK/REF

27.Which of the following categories best describes your current employment status?

Please stop me when | have reached the correct response. Are you ... [READ LIST IN
SEQUENCE. STOP ONCE RESPONDENT CONFIRMS CATEGORY. ACCEPT ONE
RESPONSE ONLY]

Working full-time, that is, 35 or more hours per week

Working part-time, that is, less than 35 hours per week

Self-employed

Unemployed, but looking for work

A student attending school full-time

Retired
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On parental/maternity leave, or

Not in the workforce [Full-time homemaker, unemployed, not looking for work]
[DO NOT READ] Other

[DO NOT READ] Refused

28. Which of the following best describes your total household income? That is, the total
income of all persons in your household combined, before taxes? Please stop me when |
have reached the correct response. (READ LIST. STOP ONCE RESPONDENT
CONFIRMS CATEGORY. ACCEPT ONLY ONE RESPONSE)

Under $20,000

$20,000 to under $40,000
$40,000 to under $60,000
$60,000 to under $80,000
$80,000 to under $100,000
$100,000 to $150,000

$150,000 and over
[DO NOT READ] Refused

29.Record Gender [DO NOT ASK]
Male
Female

THANK YOU FOR YOU TIME! THESE ARE ALL THE QUESTIONS THAT I HAVE FOR YOU.
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